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Executive Summary


Executive Summary

Overall Satisfaction with 511 Service

MTC conducted a survey of users of the 511 telephone information service to determine their level of satisfaction with the service.  Godbe Research and Analysis, a marketing research firm based in Half Moon Bay California, carried out the research.  Responses were collected from 1,019 individuals between May 27 and June 11, 2003.  

The vast majority – 90 percent – of respondents reported that overall they were satisfied with the 511 service (62 percent ‘Very satisfied’, 28 percent ‘Somewhat satisfied’.)  Only ten percent of respondents stated that they were dissatisfied with the service (4 percent ‘Very dissatisfied, 6 percent ‘Somewhat dissatisfied’.)  

The 90 percent satisfaction rating is particularly high in the context of a new product launch.  Typical satisfaction levels for a new product or service are normally in the range of 50 percent to 70 percent.  Given the fact that 61 percent of respondents surveyed called into 511 for the first time, and that they had to go through the learning curve for features and functionality as well as the navigational aspects of the system, a 62 percent ‘Very satisfied’ rating and 90 percent overall rating exceeds normal expectations.

The top three features of the 511 system that lead to an overall rating of very satisfied are: 

1. “Effort needed to learn to use the system,” 

2. “Response time of the 511 system to your voice commands,” and 

3. “Overall ease of use of the 511 system.”  

In addition, overall satisfaction levels are likely to be highest among respondents who said that they received the information that they needed, and among those seeking traffic related information.

Satisfaction by Mode

The percent of respondents who reported being ‘Very satisfied’ and ‘Somewhat satisfied’ with 511 have been combined and reported by travel mode in Figure 1REF X15403_Figure_Figur \n  \* MERGEFORMAT .  Ninety-five percent of those respondents in the ‘Traffic’ travel mode report being either ‘very’ or ‘somewhat satisfied’ - a substantially higher percentage than those respondents in the ‘Public Transit’ segment.  Although the sample sizes for the carpool/vanpool and bicycling segments are too low for statistical validity, these responses indicate that all of the bicyclists were satisfied with 511 compared to only 52 percent of the carpool/vanpool respondents.  

Figure 1. Percent Satisfied by Travel Mode
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* Small sample size (<25). Use caution in projecting results.

Satisfaction with 511 Features

All respondents were provided with a list of features of the 511 system and asked to rate their satisfaction with each of the features.  On average, respondents were most satisfied with ‘Effort needed to learn to use the system’ and least satisfied with ‘Accuracy of the information’ (Figure 2.REF X17262_Figure_Figur \n  \* MERGEFORMAT )  On average, respondents were at least somewhat satisfied with all features of the 511 system.

Figure 2. Percent Satisfied with 511 Features
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Top Reasons for Satisfaction & Dissatisfaction

As shown in Figure 3REF X90616_Figure_Figur \n  \* MERGEFORMAT , the top five reasons for a rating of ‘Very’ or ‘Somewhat satisfied’ are ‘Get information needed’ (35 percent), ‘Convenient’ (18 percent), ‘Traffic conditions information’ (18 percent), ‘Easy to use’ (17 percent), and ‘Voice activation’ (17 percent.)  The primary driver of satisfaction for people who are first-time users is “get information needed.”  For repeat users, there seems to be a relatively even distribution of importance placed among three key drivers for satisfaction: 1) “get information needed,” 2) “traffic conditions information,” and 3) “convenient.”  

Figure 3. Top 5 Reasons for Satisfaction
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As shown in Figure 4REF X55396_Figure_Figur \n  \* MERGEFORMAT , the top five reasons reported for dissatisfaction with 511 were: ‘Could not get needed info’ (29 percent), and ‘Inaccurate/not specific enough information’ (22 percent.) ‘Voice recognition problems’ (13 percent), ‘Navigation prob​lems’ (12 percent), and ‘Takes too long’ (10 percent). 

Figure 4. Top 5 Reasons for Dissatisfaction
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Of the few respondents (less than 10 percent of all respondents) who reported being “somewhat” or “very” dissatisfied, the reasons for dissatisfaction varied between first time and repeat users.  First-time users are much more likely to be dissatisfied because they could not get needed information.  In contrast, multiple time users were more likely to be dissatisfied because of voice recognition problems.

Since getting the information the consumer needs is key in determining first-time user satisfaction with the 511 service, it is important to manage expectations of what kinds of information can be found using 511.  One option might be to direct callers to www.511.org to learn more about how to use the system and what kinds of information can be found on the system.
Satisfaction of First Time Users

Satisfaction among first-time and repeat users is relatively consistent.  As shown in Figure 5, 63 percent of those respondents using the system for the first-time reported being ‘very satisfied’ and 61 percent of repeat users indicated the same level of satisfaction.

Figure 5. Satisfaction of First Time Users and Repeat Users
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Likelihood of Calling 511 Again

All respondents to the survey were asked how likely they would be to call the 511 service again. As presented in Figure 6REF X43944_Figure_Figur \n  \* MERGEFORMAT , 87 percent of respondents reported that they were very likely to call 511 again and an additional 10 percent reported that they were somewhat likely to call again. Only 3 percent of the respon​dents indicated that they were not likely (somewhat or very unlikely) to call 511 again.

Figure 6. Likelihood of Calling 511 Again
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As shown in Figure 7REF X27030_Figure_Figur \n  \* MERGEFORMAT , whether or not 511 users received the necessary information on a prior call plays a large role in their likelihood to use the service again.  All of the respondents who did receive the necessary information on their last call indicated they would use 511 again. Of those respondents who did not receive the information they needed, when posed the same question, the vast majority (86 percent) stated that they would use 511 again. This demonstrates the willingness of the public to continue using the 511 service even if they do not always get the specific information they want.  This result points to a high level of perceived value of the service even among those who may not have received exactly the information they required when they called the system.  

Figure 7. Percent Likely to Call 511 Again by Received Information Needed on Last Call
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Frequency of Use

Figure 8REF X70269_Figure_Figur \n  \* MERGEFORMAT  shows the frequency of use of the 511 system. Nearly 1 in 3 users (31 percent) indicated that they were ‘Heavy’ users and call 511 at least once per day. 38 percent of the respondents fell into the ‘Average’ category, reporting usage of between three days per week to once a week. Light users who call three to two times per month or less made up 27 percent of respondents.

Figure 8. Frequency of Use
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Received Information Needed by Mode

As shown in Figure 9REF X24224_Figure_Figur \n  \* MERGEFORMAT , respondents within the ‘Traffic’ travel mode segment were more likely to state they received the necessary information from 511 in their last call (89 percent) than were respondents in the ‘Public Transit’ segment (72 percent.)  

Figure 9. Received Information Needed by Mode
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*Small sample size (<25). Use caution in projecting results.

511 Influence on Travel Plans

Figure 10REF X45419_Figure_Figur \n  \* MERGEFORMAT  shows that 35 percent of respondents stated that they changed their travel plans based on the information they received from the 511 service during their most recent call. Sixty-three percent of respon​dents reported that they had not changed their travel plans based on information received from the 511 service.

Figure 10. 511 Influences Travel Plans
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As shown in Figure 11, a higher proportion of respondents in the ‘Traffic’ mode segment indicated that the information received from 511 influenced their travel plans than did respondents of the ‘Public Transit’ segment (38 percent vs. 30 percent.)  However, the majority in both segments indicated that their travel plans were not influenced by the information they received from 511.  

Figure 11. Influences Travel Plans by Mode
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Primary Type of Information Sought From 511 Service

All respondents were asked what the primary type of information was that they were looking for when they last called 511
.  As shown in Figure 12REF X94546_Figure_Figur \n  \* MERGEFORMAT , the greatest percentage of respondents reported that they were looking for ‘Traffic’ information (68 percent), followed by ‘Public transit information’ (34 percent.)  Since the launch of the 511 telephone service in December 2002, 511 system data indicates that 49 percent of call requests have been for traffic information, 47 percent have been for transit information, 2 percent have been for rideshare information and 2 percent have been for bicycling information.  This survey may have slightly over sampled the traffic segment and under sampled the transit segment.  

Figure 12. Primary Type of Information Sought from 511 Service
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Summary of Survey Methodology

MTC conducted a survey of users of the 511 telephone information service to determine their level of satisfaction with the service.  Godbe Research and Analysis, a marketing research firm based in Half Moon Bay California, carried out the research.  Responses were collected from 1,019 individuals between May 27 and June 11, 2003.  The highest percentage of respondents to the survey, based on what type of information they were looking for, were traffic callers followed by transit (Figure 13.)  Callers to the 511 service were intercepted with an automated request to participate in a survey, then transferred to a live operator who administered the survey interview after they completed their 511 session.  Interviews lasted approximately eight minutes. 

Figure 13. Respondents by Travel Mode
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Potential Bias

As with any survey, some factors could potentially bias the findings. Factors that may have contributed to a bias in the survey results include:

· Dissatisfied users who previously called 511 and have not called again were not captured. 

· Because callers voluntarily opted to complete the survey, responses are more likely to come from individuals who are more disposed to take surveys. These respondents are typically extremely satisfied or extremely dissatisfied. 

· The survey sampled a slightly higher percentage of people who use traffic information and a slightly lower percentage of people who use transit information than what the 511 usage system data reflect. 

Household income, age, and gender data gathered on 511 users suggests that they are representative of the Bay Area population, based on Census 2000 data. This research suggests that the majority of current users of 511 fall into the under $65,000 household income bracket and are within the 30 to 49 year old age range. 










MTC Project Managers:
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� Participants were allowed to give more than one answer resulting in a percentage total for the question of more than 100 percent.
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