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METROPOLITAN TRANSPORTATION COMMISSION BAY AREA 

511 SATISFACTION SURVEY

Hello, my name is ________ and I’m with GRA, a public opinion research firm.  We are conducting a 6-minute survey for the Metropolitan Transportation Commission (MTC). MTC is interested in your honest opinions about the new 511 service. At no point during this survey will we try to sell you anything.

(ONLY IF NEED – IF CALLER ASKS ABOUT MTC) MTC is a public agency responsible for transportation planning in the 9-county San Francisco Bay area.  

(ONLY IF NEEDED - IF CALLER IS UNSURE WHY THEY WERE TRANSFERRED TO A CALLCENTER) You indicated by saying ‘yes’ or pressing 99 in the 511 system, that you might be willing to complete a survey for either a tote bag or mug.  

CONVENTIONAL ROUNDING RULES (.5 OR ABOVE IS ROUNDED UP TO THE NEXT WHOLE NUMBER, AND .4 OR BELOW IS ROUNDED DOWN TO THE PREVIOUS NUMBER) APPLY TO THE PERCENTAGES ON THE FOLLOWING PAGES. AS A RESULT, THE PERCENTAGES BELOW MAY NOT ADD UP TO 100 PERCENT.

^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^

i. Is this your first time using 511? 

A. Yes
61%
(CONTINUE)

B. No
39%
(SKIP TO iv)

ii. Were you finished with your call to 511 before you decided to do this survey?

A. Yes
100%
(SKIP TO v)

B. No
0%
(CONTINUE)

iii. Since you have not had an opportunity to fully use 511, can I transfer you back to the system and then call you at a later date to administer the survey?

A. Yes
1
(SKIP TO vi)

B. No
2
(SKIP TO ix.2)

iv. Is it convenient for you to take the survey now? (DO NOT READ OPTIONS)


A. Yes
1
(SKIP TO Q1)

B. No
2
(ASK vi) 

C.  Decline to take survey 
3
(SKIP TO ix)

v. Is it convenient for you to take the survey now? (DO NOT READ OPTIONS)


A. Yes 
1
(SKIP TO Q3)

B. No
2
(ASK vi) 

C.  Decline to take survey
3
(SKIP TO ix)

vi. What is the best time to call you back? (USE PST FOR FOLLOW-UP)

A. Weekday Mornings (6am-9am)
1

B. Weekdays (9am-4pm)
2

C. Weekday Early Evenings (4pm-6pm)
3

D. Weekday Late Evening (6pm-7pm)
4

E. Weekend Days
5

F. Weekend Evenings
6

G. Other (PLEASE SPECIFY)
7

vii. What is the best phone number to contact you at?

viii. What is your name?

Thank you for agreeing to participate in this important survey, we will contact you for your opinions on the 511 service within 2 weeks. 

ix. (1).  Would you like to be transferred back to the 511 system now?


A. Yes
1
(TRANSFER BACK TO 511 SYSTEM, CALLBACK AT SCHEDULED TIME AND GO TO Qx)

B. No
2
(THANK AND CALLBACK AT SCHEDULED TIME AND GO TO Qx)

(2). Would you like to be transferred back to the 511 system now?

A.  Yes
1
(TRANSFER BACK TO 511 SYSTEM, CODE AS TERMINATE)

B.   No
2
(THANK AND TERMINATE CALL, CODE AS TERMINATE)



CALLBACK AT TIME SPECIFIED IN vi AND CONTINUE WITH x

BEGIN FOR ALL CALL BACKS

x. Hello, may I speak with ________ (CATI: INSERT NAME FROM vii). Hello, my name is ________ and I’m with GRA, a public opinion research firm. We recently spoke with you about participating in a survey for the Metropolitan Transportation Commission about the 511 service and you suggested that this would be a good time for you to complete the survey. As a thank you for participating you will receive a free 511 tote bag or mug.  Is it convenient for you to take the survey now? 

A. Yes
1
(SKIP TO Q2)

B. No
2
(CONTINUE)

xi. What would be the best day and time to call you back? 

Thank you we will call then. (CALLBACK AT SPECIFIED TIME IN xi AND START AT x)



(ASK Q1 ONLY IF Qi=2)

1. Prior to this call, when did you last use the 511 service? (DO NOT READ)

A. Today
16%
 (SKIP TO Q3)

B. Yesterday (one day ago)
19%
 (SKIP TO Q3)

C. Two days ago
9%
 (SKIP TO Q3)

D. Three days ago
5%
 (SKIP TO Q3)

E. Four days ago
5%
 (SKIP TO Q3)

F. Five days ago
4%
 (SKIP TO Q3)

G. Six days ago
2%
 (SKIP TO Q3)

H. Seven days ago/a week ago
10%
 (SKIP TO Q3)

I. One to two weeks ago
10%
 (SKIP TO Q3)

J. Two to three weeks ago
6%
 (SKIP TO Q3)

K. Three to four weeks ago
5%
 (SKIP TO Q3)

L. Four to five weeks ago
3%
 (SKIP TO Q3)

M. Five to six weeks ago
0%
 (SKIP TO Q3)

N. Six to seven weeks ago
0%
 (SKIP TO Q3)

O. Seven to eight weeks/ two months ago
1%
 (SKIP TO Q3)

P. Two to three months ago
2%
 (SKIP TO Q3)

Q. Three to four months ago
1%
 (SKIP TO Q3)

R. Four to five months ago
0%
 (SKIP TO Q3)

S. More than five months ago
1%
 (SKIP TO Q3)

T. Other (PLEASE SPECIFY
)
0%
(SKIP TO Q3)

U. DK/NA (DON’T READ)
0%
(SKIP TO Q3)

V. Refused (DON’T READ)
0%
(SKIP TO Q3)

(ASK Q2 ONLY IF Qx=1)

2. When was the last time you used the 511 service? (DO NOT READ)

A. Today
34%
 

B. Yesterday (one day ago)
31%
 

C. Two days ago
14%
 

D. Three days ago
9%
 

E. Four days ago
4%
 

F. Five days ago
0%
 

G. Six days ago
0%
 

H. Seven days ago/a week ago
1%
 

I. One to two weeks ago
4%
 

J. Two to three weeks ago
1%


K. Three to four weeks ago
0%
 

L. Four to five weeks ago
0%
 

M. Five to six weeks ago
0%
 

N. Six to seven weeks ago
0%

O. Seven to eight weeks/two months ago
1% 

P. Two to three months ago
0%


Q. Three to four months ago
0%


R. Four to five months ago
1%


S. More than five months ago
0%


T. Other (PLEASE SPECIFY
)
0%


U. DK/NA (DON’T READ)
0%


V. Refused (DON’T READ)
0%


 (ASK EVERYBODY)

3. 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)?



Very satisfied
62%
(CONTINUE)



Somewhat satisfied
28%
(CONTINUE)



Somewhat dissatisfied
6%
(SKIP TO Q5)



Very dissatisfied
4%
(SKIP TO Q5)



DK/NA (DON’T READ)
0% 
(SKIP TO Q6)



Refused (DON’T READ)
0% 
(SKIP TO Q6)

4. In general why did you give the 511 service an overall rating of satisfied?


Get information needed
35%


Traffic conditions information
18%


Convenient
18%


Easy to use
17%


Voice activation
17%


Quick
15%


Great service
11%


Accurate info
9%


Useful/detailed/quality info
8%


Timely info
7%


Helps with planning trip
5%


Other positive
8%


Inaccurate/ did not get info needed
5%


Expand features & scope of service
3%


Other negative
7%


Other neutral
10%


DK/NA
0%
5. In general why did you give the 511 service an overall rating of dissatisfied?


Could not get needed info
29%


Inaccurate/not specific enough info
22%


Voice recognition problems
13%


Navigation problems
12%


Takes too long
10%


Prefer live person or touch tone
7%


Confusing/ complicated
6%


Bad customer service from PTA
5%


Can't skip options
4%


Other
11%

(ASK Q6 TO Q8 ONLY IF Qi=2 OR IF Qx=1 OTHERWISE SKIP TO Q9)

6. What was the primary type of information you were looking for when you last called 511? (READ LIST) (ALLOW MULTIPLE RESPONSES).

A. Traffic congestion on 
your planned route 
31%

B. Traffic conditions before 
leaving
35%

C. Public transit information 
37%


D. Carpool or vanpool  
information 
0%


E. Bicycling information for 
the Bay Area 
0%

F. Directions
1%


G. Other information from  
511 (PLEASE SPECIFY
) 
0%


H. DK/NA (DON’T READ)
0%
 

I. Refused (DON’T READ)
0%

7. Did you get the information that you needed when you last called 511? 


Yes
88% 


No
11% 


DK/NA(DON’T READ)  
1%



Refused (DON’T READ) 
0%


8. Approximately how often do you use the 511 service?


More than once a day
11%
 (SKIP TO Q11)


Every day
8%
 (SKIP TO Q11)


4-6 days a week
12%
 (SKIP TO Q11)


2-3 days a week
24%
 (SKIP TO Q11)


Once a week
14%
 (SKIP TO Q11)


2-3 times a month
14%
 (SKIP TO Q11)


Once a month 
8%
 (SKIP TO Q11)


Less than once a month
6%
 (SKIP TO Q11)


Other (PLEASE SPECIFY

)
2%
 (SKIP TO Q11)


DK/NA (DON’T READ) 
1%
 (SKIP TO Q11)


Refused (DON’T READ) 
0%
 (SKIP TO Q11)

(ASK Q9 TO Q10 ONLY IF Qi=1 AND Qii=1)

9. What was the primary type of information you were looking for when you called 511 today? (READ LIST) (ALLOW MULTIPLE RESPONSES).

J. Traffic congestion on 
your planned route 
27%


K. Traffic conditions before 
leaving
40%


L. Public transit information 
31%


M. Carpool or vanpool  
information 
3%


N. Bicycling information for 
the Bay Area 
1%


O. Curious
1%

P. Lost and found
1%

Q. Other information from  
511 (PLEASE SPECIFY
) 
0%


R. DK/NA (DON’T READ)
0%
 

S. Refused (DON’T READ)
0%
 
 

10. Did you get the information that you needed when you called 511 today? 


Yes
81% 


No
17% 


DK/NA(DON’T READ)  
2%



Refused (DON’T READ) 
0%


(ASK EVERYBODY)

11. Please think about your experience using the 511 system. I am going to describe seven different features of the system, and I would 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)?


RANDOMIZE



(DON’T
(DON’T



Very
Swt.
Swt.
Very
READ)
READ)


Sat.
Sat.
Dissat.
Dissat.
DK/NA
REFUSED


A.
Response time of the


511 system to your


 voice commands
79%
15%
3%
4%
0%
0%

B.
Overall ease of use of the


511 system
77%
16%
4%
3%
0%
0%

C.
Effort needed to learn to 


use the system
78%
16%
3%
2%
1%
0%

D.
The system’s ability to


understand your voice 


commands
68%
22%
6%
4%
0%
0%

E.
Accuracy of the 


information
56%
24%
3%
3%
14%
0%

F.
Usefulness of the 


information
73%
20%
2%
4%
2%
0%

G.
Types of information 


available
67%
24%
3%
2%
3%
0%

DECISION MAKING/BEHAVIOR

 (ASK Q12 ONLY IF Qi=2 OR IF Qx=1)

12. Please think about your MOST recent call to 511. Did the information you receive cause you to change your travel plans or actions? 


Yes
35%



No
63%



(DON’T READ) Don’t Know
2%



(DON’T READ) Refused
0%


 (ASK EVERYBODY)

13. Are you very likely, somewhat likely, somewhat unlikely or very unlikely to call 511 again?  


Very likely
87%



Somewhat likely
10%



Somewhat unlikely
1%



Very unlikely
2%



Refused (DON’T READ)
1%



DK/NA (DON’T READ)
0% 


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


Good information
4%


Convenient, quick & easy
5%


Valuable/ useful service
17%


Expand features & scope of service
13%


Other positive
7%


Other negative
12%


Other neutral
10%


No other comment
44%

WE ARE ALMOST FINISHED WITH THE SURVEY. WE WOULD LIKE TO FINISH WITH SOME BACKGROUND QUESTIONS THAT ARE FOR CLASSIFICATION PURPOSES ONLY. 

(ONLY IF NEEDED: We use this information to make sure that we are collecting the opinions from a variety of people. This information will only be used to help us analyze the results of this survey.)
(ASK QA AND QB IF Qi=2 OR IF Qx=1)

A. In what city or town did you start your last trip when you last called 511? (Recoded into Counties).


Alameda County
44%


Contra Costa County
13%


Marin County
2%


Napa County
1%


San Mateo County
9%


Santa Clara County
11%


San Francisco County
12%


Solano County
3%


Sonoma County
1%


Other
3%

B. In what city or town did you end your last trip when you last called 511? ? (Recoded into Counties).


Alameda County
40%


Contra Costa County
12%


Marin County
2%


Napa County
0%


San Mateo County
8%


Santa Clara County
13%


San Francisco County
16%


Solano County
2%


Sonoma County
1%


Other
5%

(ASK QC AND QD ONLY IF Qi=1 AND Qii=1)

C. In what city or town did you start your trip today when you called 511? ? (Recoded into Counties).


Alameda County
41%


Contra Costa County
17%


Marin County
3%


Napa County
2%


San Mateo County
6%


Santa Clara County
8%


San Francisco County
11%


Solano County
7%


Sonoma County
1%


Other
5%

D. In what city or town do you intend to end your trip today when you called 511? ? (Recoded into Counties).


Alameda County
38%


Contra Costa County
13%


Marin County
2%


Napa County
2%


San Mateo County
6%


Santa Clara County
7%


San Francisco County
17%


Solano County
7%


Sonoma County
2%


Other
8%

E. Please indicate your age. (DO NOT READ)


Under 18 years old
3%


18 to 29 years old
15%


30 to 39 years old
25%


40 to 49 years old
25%


50 to 59 years old
21%


60 to 69 years old
6%


70 or older
5%


DK/NA (DON’T READ)  
0%


Refused (DON’T READ)
1%

F. I am going to read some income categories. Please stop me when I reach the category that best describes you total household income before taxes for 2002:


Under $20,000
14%


$20,000 to $45,000
17%


$45,001 to $65,000
11%


$65,001 to $85,000
14%


$85,001 to $100,000
10%


$100,001 to $150,000
12%


$150,001 or more
11%


DK/NA (DON’T READ)
3%

 
Refused (DON’T READ)
8%

G. What phone number do you primarily call 511 from? (IF NEEDED: This information is necessary only so that we can understand the opinions of users of the 511 system from different parts of the Bay Area, we will discard your phone number unless you give us explicit permission to keep it).  Area code:


408
6%


415
15%


510
45%


650
7%


707
8%


925
9%


Other
2%


Refused
9%

(REPEAT AREA CODE AND PHONE NUMBER TO CONFIRM)

======================================================================
 

As promised we will send to you a free 511 tote bag or mug within the next month as a thank you for participating in this survey. In order to do this, we will need your name and address so that we can mail you the gift.  

(IF NEEDED: Your contact information will be maintained in a secure database. Your opinions will always remain completely anonymous and your name will not be sold or shared with any third party without your explicit permission). 

H. 
Would you prefer the Tote bag or the Mug?  Depending on availability, we will make every effort to fulfill your request.  


Tote Bag

1 (GO TO I)


Mug

2 (GO TO I)


Does not desire a gift

3 (SKIP TO QL)

I.
May we include your name in our database allowing MTC to contact you in the future for your opinion about transportation issues of interest in the Bay Area? (IF NEEDED, SAYING NO WILL NOT AFFECT YOU RECEIVING THE THANK YOU GIFT FOR PARTICIPATING TODAY)


Yes
1 (GO TO QK)


No
2 (GO TO QJ)

J.
OK, the information will be used ONLY to send you your gift, this information will be discarded once we have mailed you your gift (GO TO QK).

K. (RECORD MAILING INFORMATION AND THEN SKIP TO QN)

First Name

Last Name


Street Address


City


State (2 letter code)



Zip code 


(IF NEEDED) If you have not received your gift within the next 30 days, please contact Kevin Dadian at MTC - (510) 817-3246.

 (ASK QL ONLY IF QH=3)

L.
May we include your name in our database allowing MTC to contact you in the future for your opinion about transportation issues of interest in the Bay Area? 



Yes
1 (THANK AND CONTINUE)


No
   2 (THANK AND SKIP TO END)

M. (RECORD CONTACT INFORMATION)

First Name

Last Name


Street Address


City


State (2 letter code)



Zip code 


 (ASK ONLY IF QI=1 OR QL=1)

N.
What is your email address? (ONLY IF NEEDED: We may want to obtain your opinions in the future via email, so we’d like to collect your primary email address for this purpose only.) 


E-mail:


Refused
99 

DK/NA
98

THAT COMPLETES THE SURVEY, THANK YOU SO MUCH FOR PARTICIPATING.

MTC greatly values your opinion!


============================================================================

P.
Record Gender (DO NOT ASK)


Male
55%


Female
45%

============================================================================

Combined Questions

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

A. Today
18%
 

B. Yesterday (one day ago)
20%
 

C. Two days ago
10%
 

D. Three days ago
6%
 

E. Four days ago
5%
 

F. Five days ago
4%
 

G. Six days ago
2%
 

H. Seven days ago/a week ago
9%
 

I. One to two weeks ago
9%
 

J. Two to three weeks ago
6%
 

K. Three to four weeks ago
4%
 

L. Four to five weeks ago
3%
 

M. Five to six weeks ago
0%
 

N. Six to seven weeks ago
0%
 

O. Seven to eight weeks/ two months ago
1%
 

P. Two to three months ago
2%
 

Q. Three to four months ago
1%
 

R. Four to five months ago
0%
 

S. More than five months ago
1%
 

T. Other (PLEASE SPECIFY
)
0%


U. DK/NA (DON’T READ)
0%


V. Refused (DON’T READ)
0%


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

A. Traffic congestion on 
your planned route 
29%

B. Traffic conditions before 
leaving
39%

C. Public transit information 
34%


D. Carpool or vanpool  
information 
0%


E. Bicycling information for 
the Bay Area 
0%


F. Other information from  
511 (PLEASE SPECIFY
) 
5%


G. DK/NA (DON’T READ)
0%
 

H. Refused (DON’T READ)
0%
 

Q7 / Q10 Did you get the information that you needed when you last called 511? / Did you get the information that you needed when you called 511 today?


Yes
82% 


No
14% 


DK/NA (DON’T READ)  
4%



Refused (DON’T READ) 
0%

QA / QC In what city or town did you start your last trip when you last called 511? / In what city or town did you start your trip today when you called 511? ? (Recoded into Counties).


Alameda County
42%


Contra Costa County
15%


Marin County
3%


Napa County
2%


San Mateo County
7%


Santa Clara County
9%


San Francisco County
11%


Solano County
5%


Sonoma County
1%


Other
4%

QB / QD In what city or town did you end your last trip when you last called 511? / 
In what city or town do you intend to end your trip today when you called 511? ? (Recoded into Counties).


Alameda County
39%


Contra Costa County
12%


Marin County
2%


Napa County
1%


San Mateo County
7%


Santa Clara County
9%


San Francisco County
17%


Solano County
5%


Sonoma County
2%


Other
7%

MTC Project Managers:


Kevin Dadian


Carol Kuester









