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Introduction

511 is a phone and Web service for traffic, transit, ridesharing, and bicycling information in the Bay Area. The service has been operational since December 6, 2002. The subject of this report is the toll free number three digit (511) portion of this service and it is organized into the following sections:

The Executive Summary presents the Key Findings section from the survey and is presented as a separate document to this report.  In addition, Key Findings by County can be found in Appendix A. 

Conclusions and Recommendations based on the data can be found at the end of this report.

The Methodology followed for this study is summarized as follows:

MTC conducted a survey of users of the 511 telephone information service to determine their level of satisfaction with the service.  The research was carried out by Godbe research, a marketing research firm based in Half Moon Bay.  Responses were collected from 1019 individuals between May 27 and June 11, 2003.  Callers to the 511 service were intercepted with an automated request to participate in the survey, and then transferred to live operator who administered the survey interview.  Interviews lasted approximately eight minutes.

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

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

· Because callers voluntarily opted to complete the survey, responses are more likely to come from individuals more disposed to take surveys.  It is unclear how this proclivity might be related to satisfaction with the 511 service.

Since this the first study to measure the satisfaction of 511 callers, there is no data available to correlate these findings with.  

Household income, age and gender data gathered on 511 users suggest 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 or are within 30 to 49-year-old age range.

Should the reader wish to consult a more detailed and technical discussion of the methodology please refer to Appendix B.
The Summary of Results section of the report that follows presents a question-by-question analysis of the survey. The discussion is organized into the following sections: 

· Travel Mode
· Overall Satisfaction with 511 Service
· Satisfaction with 511 Features
· Service Usage Patterns
· Information Sought and Received
· Influence of 511 on Travel Decision Making
· Likelihood of Calling 511 Again
· General Feedback on Experience with 511
· Trip Origin and Destination
We have included the following three Appendices:
Appendix A:
Which presents tables of all key questions cross tabulated by County of Origin.

Appendix B:
 Which presents a detailed discussion of the technical methodology.
Appendix C:
 Which presents the questionnaire and top-line data.
The below listed Appendices are not included with this report but are available upon request:

Appendix D:
Which presents the computer-generated cross tabulations.
Appendix E:
Which presents the computer-generated cross tabulations of mean scores for selected survey questions.
Appendix F:
Which presents the verbatim responses to the open ended questions of the survey.
Travel Mode

All respondents were asked what the primary type of information was that they were looking for when they last called 511 (Questions 6 and 9). Results and analysis within this section explores any differences in the callers’ experiences and opinions based on what mode of travel information they chose. Because of this, the following variables have been recoded as follows:
1. Responses of ‘Traffic Conditions’ and ‘Traffic Congestion’ have been consoli​dated into a single travel mode entitled ‘Traffic’.

2. Responses to ‘Public Transit Information’ and ‘Lost and Found’ have been com​bined as ‘Public Transit’.

The greatest percentage of respondents were assumed to be traveling or planning to travel by automobile as 63 percent were categorized by the travel mode ‘Traffic’. Thirty three percent fell into the ‘Public Transit’ travel mode.  Please note for some of tables in this section: "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.  
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Figure 1: Travel Mode

Table 1

REF X28094_TableTitle_T \n  \* MERGEFORMAT  and Table 2 present Counties of origin and destination by Travel Mode.

 Table 1 County of Origin by Travel Mode

[image: image2.wmf] 

Base

 

Overall

Mode

Traffic

Public

Transit

Carpool or

Vanpool

Bicycling

Other

Alameda County

Contra Costa

County

Marin County

Napa County

San Mateo County

Santa Clara County

S.F. County

Solano County

Sonoma County

Other

1019

663

354

21

6

17

431

42.3%

197

29.7%

237

66.9%

15

69.5%

1

8.7%

7

37.9%

157

15.4%

112

16.9%

44

12.5%

3

14.0%

2

41.3%

5

31.1%

26

2.5%

22

3.3%

4

1.1%

-

-

-

-

-

-

16

1.6%

16

2.4%

-

-

-

-

-

-

-

-

73

7.2%

65

9.8%

9

2.4%

-

-

-

-

-

-

93

9.1%

85

12.8%

7

2.1%

1

2.5%

-

-

1

3.0%

117

11.4%

92

13.9%

22

6.3%

1

2.5%

2

41.3%

2

14.0%

53

5.2%

40

6.1%

11

3.1%

2

11.6%

-

-

2

14.0%

10

1.0%

10

1.5%

1

0.1%

-

-

-

-

-

-

43

4.2%

24

3.6%

19

5.4%

-

-

1

8.7%

-

-


Chi-squared value: 191.171857

Degrees of freedom: 45

There is a significant relationship at the 1% level.

Table 2: Destination County by Travel Mode
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Chi-squared value: 202.108250

Degrees of freedom: 45

There is a significant relationship at the 1% level.

Overall Satisfaction with 511 Service

All respondents to this survey were asked in Question 3 whether they were satisfied or dissatis​fied with the 511 service.  As presented in Figure 2 REF X48650_Figure_Figur \n  \* MERGEFORMAT , the vast majority of respondents reported that overall they were satisfied with the 511 service (62% ‘Very satisfied’, 28% ‘Somewhat satisfied’). Only ten per​cent of respondents stated that they were dissatisfied with the service (4% ‘Very dissatisfied, 6% ‘Somewhat dissatisfied’.)  Please note for some of the tables in this section, "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. 
Figure 2: Overall Satisfaction with 511 Service
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It was hypothesized that respondents overall level of satisfaction with 511 would be associ​ated with when they last used the 511 service. However, investigation of cross tabulations of this data (Please see Appendix E ‘Question 3 by Q1 and Q2 Combined’) and further examination of the data in scatter plot format does not suggest any relationship. 

Table 3: Overall Satisfaction with 511 Service by Mode

[image: image5.wmf] 

Base

 

Overall

Mode

Traffic

Public

Transit

Carpool or

Vanpool

Bicycling

Other

Very satisfied

Somewhat satisfied

Somewhat

dissatisfied

Very dissatisfied

DK/NA

1019

663

354

21

6

17

634

62.2%

446

67.2%

192

54.2%

3

16.5%

5

91.3%

12

68.1%

288

28.3%

184

27.8%

100

28.3%

7

34.7%

1

8.7%

3

20.0%

57

5.6%

26

4.0%

30

8.4%

5

23.2%

-

-

1

6.0%

37

3.6%

6

0.9%

29

8.3%

5

25.6%

-

-

1

6.0%

3

0.3%

1

0.1%

3

0.8%

-

-

-

-

-

-


Chi-squared value: 100.129393.

Degrees of freedom: 20

There is a significant relationship at the 1% level.

Table 4 presents overall satisfaction with the 511 service by first time users (‘Yes’) and those who were not multiple time users of the 511 system (‘No’.) The results suggest that among respondents to this survey, whether the caller is a first time user or has used the 511 service multiple times has no influence upon whether the caller is satisfied or dissatisfied with the service. 

Table 4: Overall Satisfaction with 511 Service by First Time Using 511
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Table 5 presents overall satisfaction with the 511 service by frequency of use. With the exception of those who use the 511 system less than once a month, the table shows that the proportion of respondents that are ‘Very’ or ‘Somewhat satisfied’ with the overall 511 service does not differ significantly by frequency of use. Those who use the system once a month or less are more likely to be dissatisfied (18%)
 than those with higher usage patterns (e.g. ‘Less than once a day’ = 5%).  Please note category definition of ‘users’ or ‘frequency of use’ for the tables in this report: “heavy” users call 511 once a day or more, “average” users call 511 between three days per week to once a week, and “light” users call 511 three to two times per month or less.  

Table 5: Overall Satisfaction with 511 Service by Frequency of Use
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Table 6 shows overall satisfaction with the 511 service by area code. Among respondents with different area codes, those with the ‘510’ area code were the least likely to report being ‘Very satisfied’ with the 511 service (55%) and the most likely to report being dissatisfied (13%). Correspondingly respondents from all other area codes surveyed are slightly more likely to be satisfied with the service.

Table 6: Overall Satisfaction with 511 Service by Area Code
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Only respondents who stated in Question 3 that they were either somewhat or very satisfied with the 511 service were next asked to provide reasons for their reported satisfaction with the service (Question 4.) This question was presented in an open-ended format, which means that respondents were free to mention any reason without being constrained to choose from a list. 
The top five reasons for a rating of ‘Very’ or ‘Somewhat satisfied’ are ‘Get information needed’ (35%),‘Traffic conditions information’ (18%), ‘Convenient’ (18%), ‘Voice activa​tion’ (17%), and ‘Easy to use’ (17%). ‘Quick’ (15%), ‘Great service’ (11%), ‘Accurate info’ (9%), and ‘Useful/detailed/quality info’ (8%) were also mentioned as reasons for satisfac​tion with the service. Please note that ‘Negative’ comments were offered by respondents who indicated they were only ‘Somewhat satisfied’ with the 511 service, or respondents who had already provided a ‘Positive’ reason but added suggested improvements in some areas (15%). 
Figure: 3 Reasons for Satisfaction Rating
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Table 7 presents reasons offered by respondents for their satisfaction rating cross tabulated by travel mode. Among respondents who indicated traffic as their mode of travel, the top three reasons for satisfaction are 'get information needed' (33%), 'traffic conditions information' (26%), ‘convenience’ (19%).  The top three reasons satisfaction rating among public transit users are ‘get information needed’ (38%),’easy to use’ (16%), and ‘convenience’ and to (14%). 

Table 7: Reasons for Satisfaction Rating by Mode
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Chi-squared value: 225.521404

Degrees of freedom: 80

There is a significant relationship at the 1% level.

Table 8 presents reasons for satisfaction rating by satisfaction with 511 service. As shown in Table 8, the top three reasons offered by respondents who said they were ‘Very satisfied’ were: ‘Get information needed’ (41%), ‘Easy to use’ (21%), and ‘Voice activation’ (20%). In contrast, of the top four responses that were provided by those respondents who indicated they were merely ‘Somewhat satisfied’ with the 511 service, two were negative. Twenty-one percent of ‘Somewhat satisfied’ respondents said they ‘Got information needed’, but 14 per​cent indicated that they were only somewhat satisfied because the 511 service is ‘Inaccurate/did not get information needed’ and another 19 percent offered ‘Other negative’ comments. 

Table 8: Reasons for Satisfaction Rating by Satisfaction with 511 Service
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Table 9

REF X30438_TableTitle_T \n  \* MERGEFORMAT  shows reasons for satisfaction by frequency of use. The more frequently a user has reported using the system the more likely they are to be satisfied as a result of receiving ‘Traf​fic conditions information’, ‘Convenience’, and ‘Accurate information’. Furthermore, the more frequent users of the 511 system are less likely to report that they are satisfied with the 511 service as a result of ‘Getting information needed’ than less frequent users. For example, of respondents who indicated using the service once a day only 15 percent offered ‘Get infor​mation needed’ as a reason for being satisfied, whereas of respondents who use the system once a month 36 percent offered this same reason. 

Table 9: Reasons for Satisfaction Rating by Frequency of Use
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Table 10: Reasons for Satisfaction Rating by Frequency of Use (Heavy/Average/Light)
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Table 11 presents reasons for satisfaction by multiple versus first time users. The top three reasons for satisfaction among first time users were ‘Get information needed’ (41%), ‘Easy to use’ (18%), and ‘Voice activation’ (18%). In comparison, the top three reasons for satisfac​tion indicated by respondents who were not first time users were ‘Get information needed’ (26%), ‘Convenient’ (22%), and ‘Traffic conditions information’ (21%). A greater percent​age of first time users (41%) provided ‘Get information needed’ as a reason for satisfaction with the 511 service in comparison to those who were not first time users (26%).

Table 11: Reasons for Satisfaction Rating by First Time User of 511 or Multiple Times User of 511

[image: image82.jpg]



Only respondents who reported that they were dissatisfied with the 511 service in Question 3 were asked in Question 5 to provide reasons for their dissatisfaction with the service. This question was presented in an open-ended format and respondents were able to offer multiple responses.
The top two reasons reported for dissatisfaction with 511 were related to information pro​vided by the service: ‘Could not get needed info’ (29%), and ‘Inaccurate/not specific enough information (22%). ‘Voice recognition problems’ (13%), ‘Navigation problems’ (12%), and ‘Takes too long’ (10%) were also provided as reasons for dissatisfaction with the 511 service. Furthermore, seven percent of respondents stated they would prefer to talk to a live person or use a touch tone system.

Figure 4: Reasons for Dissatisfaction Rating
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Table 12: Reasons for Dissatisfaction Rating by Mode
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Chi-squared value: 62.142459

Degrees of freedom: 36

There is a significant relationship at the 1% level

Table 13

REF X77182_TableTitle_T \n  \* MERGEFORMAT  presents reasons for dissatisfaction by intensity of dissatisfaction with the 511 ser​vice. This analysis shows the reasons for dissatisfaction that help to distinguish between ‘Very dissatisfied’ and ‘Somewhat dissatisfied’ users of 511 are: ‘Could not get needed information’ (35% vs. 24%) ‘Takes too long’ (20% vs. 4%) and ‘Bad customer service from Public Trans​portation Agent’ (11% vs. 1%). 

Table 13: Reasons for Dissatisfaction Rating by Satisfaction with 511 Service
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Table 14 presents reasons for dissatisfaction with the 511 service by multiple versus first time users. The most often reported reason for dissatisfaction among first time users was ‘Could not get needed info’ (35%) which is in contrast to only 16 percent of multiple time users offering this reason. Respondents who were multiple time users of the 511 system most often reported ‘Voice recognition problems’ (33%) as a reason for dissatisfaction with the system, in comparison to only four percent of the first time users. Overall, the key reasons for dissat​isfaction among first time users are ‘Could not get needed information’ (35%) and ‘Inaccu​rate/ not specific enough information’ (23%). The top reasons for dissatisfaction among multiple times users are: ‘Voice recognition problems’ (33%), ‘Inaccurate/ not specific enough information’ (21%), and ‘Prefer live person or touch tone’ (21%). 

Table 14: Reasons for Dissatisfaction Rating by First Time Using 511 or Multiple Times User of 511
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Satisfaction with 511 Features

All respondents were provided with a list of features of the 511 system in Question 11 and asked to rate their satisfaction with each of the features.
Responses were coded according to a satisfaction scale where ‘Very satisfied’ = +2, ‘Some​what satisfied’ = +1, ‘Somewhat dissatisfied’ = -1, and ‘Very dissatisfied’ = -2. The responses were then aggregated to form a mean which is simply a summary statistic obtained by taking the overall average of the response codes for all responses to this question. A mean of +1, for example indicates that overall, respondents are ‘Somewhat satisfied’ with the features listed.
Figure 5 shows that on average respondents were most satisfied with ‘Effort needed to learn to use the system’ (1.67). The feature that received the lowest satisfaction rating on average was ‘The system’s ability to understand your voice commands’ (1.44). On average, all fea​tures received an overall rating of at least +1, which means that overall respondents were at least ‘Somewhat satisfied’ with all the features of the 511 system.  Please note for some of the tables in this section, "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.

Figure 5: Satisfaction with 511 Features

[image: image17.wmf]1.44

1.50

1.57

1.60

1.59

1.62

1.67

Q11c Effort needed to learn to use system     

Q11a Response time of 511 system to voice commands     

Q11f Usefulness of information     

Q11b Overall ease of use of 511 system     

Q11g Types of information available     

Q11e Accuracy of information     

Q11d System's ability to understand voice commands     


The data also revealed that there was no relationship between satisfaction with the ‘Systems ability to understand voice com​mands’ and ‘Accuracy of information’.

Table 15 through Table 20 presents the satisfaction levels indicated by respondents for each of the features of the 511 system by travel mode. Respondents within the 'traffic mode' category are the most satisfied with 'response time of 511 system to voice commands’, ‘overall ease-of-use of 511 system’, ‘effort needed to learn to use system’, and ‘systems ability to understand voice commands’.  Respondents within the 'public transit' travel mode are the most satisfied with 'accuracy of information’.  The level of satisfaction with 511 between ‘traffic’ and ‘ public transit’ users is the same for ‘usefulness of information’ and ‘types of information available’.  

 Table 15: Satisfaction with Response Time of 511 System to Voice Commands by Mode
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Chi-squared value: 92.966539

Degrees of freedom: 25

There is a significant relationship at the 1% level

Table 16: Satisfaction with Overall Ease-of-use of 511 System by Mode
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Chi-squared value: 146.540571

Degrees of freedom: 20

There is a significant relationship at the 1% level

Table 17: Satisfaction with Effort Needed to Learn to Use System by Mode

[image: image20.wmf] 

Base

 

Overall

Mode

Traffic

Public

Transit

Carpool or

Vanpool

Bicycling

Other

Very satisfied

Somewhat satisfied

Somewhat dissatisfied

Very dissatisfied

DK/NA

1019

663

354

21

6

17

799

78.4%

563

85.0%

238

67.2%

6

28.1%

5

82.5%

13

74.0%

166

16.3%

90

13.5%

73

20.7%

10

46.3%

1

17.5%

3

20.0%

27

2.6%

2

0.3%

24

6.8%

-

-

-

-

1

6.0%

21

2.1%

2

0.3%

18

5.2%

5

25.6%

-

-

-

-

6

0.6%

6

0.9%

1

0.1%

-

-

-

-

-

-


Chi-squared value: 152.782811

Degrees of freedom: 20

There is a significant relationship at the 1% level.

Table 18: Satisfaction with Systems Ability to Understand Voice Commands by Mode
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Chi-squared value: 72.299613

Degrees of freedom: 20

There is a significant relationship at the 1% level.

Table 19: Satisfaction with Accuracy of Information by Mode
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Chi-squared value: 41.663236

Degrees of freedom: 20

There is a significant relationship at the 1% level.

Table 19: Satisfaction with Usefulness of Information by Mode
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Overall

Mode

Traffic

Public

Transit

Carpool or

Vanpool

Bicycling

Other

Very satisfied

Somewhat satisfied

Somewhat dissatisfied

Very dissatisfied

DK/NA

1019

663

354

21

6

17

744

73.1%

488

73.6%

254

71.8%

11

51.2%

6

100.0%

16

91.1%

200

19.7%

133

20.0%

70

19.8%

7

34.7%

-

-

-

-

17

1.6%

9

1.3%

7

2.1%

-

-

-

-

1

3.0%

39

3.8%

19

2.8%

19

5.5%

3

14.0%

-

-

1

3.0%

19

1.8%

15

2.3%

3

0.8%

-

-

-

-

1

3.0%


Chi-squared value: 24.865092

Degrees of freedom: 20

There is no significant relationship.

Table 20: Satisfaction with Types of Information Available by Mode

[image: image24.wmf] 

Base

 

Overall

Mode

Traffic

Public

Transit

Carpool or

Vanpool

Bicycling

Other

Very satisfied

Somewhat satisfied

Somewhat dissatisfied

Very dissatisfied

DK/NA

1019

663

354

21

6

17

687

67.4%

448

67.6%

240

67.7%

6

28.1%

3

58.7%

14

83.0%

247

24.2%

165

24.8%

80

22.4%

7

34.7%

2

41.3%

2

14.0%

31

3.1%

16

2.4%

15

4.2%

-

-

-

-

-

-

22

2.2%

8

1.2%

13

3.6%

5

25.6%

-

-

1

3.0%

33

3.2%

26

3.9%

7

2.0%

2

11.6%

-

-

-

-


Chi-squared value: 75.503458

Degrees of freedom: 20

There is a significant relationship at the 1% level.

Table 21 presents satisfaction with 511 features by overall satisfaction with the 511 service. Of the respondents who noted that they were ‘Very satisfied’ with the 511 service on average the top features are ‘Usefulness of the information’ (1.89) and ‘Overall ease of use of the 511 sys​tem’ (1.88). In contrast, of the respondents who said that they were ‘Very dissatisfied’ with the 511 system, the lowest ranking features were ‘Overall ease of use of the 511 system’ (-1.15), and ‘Usefulness of the information’ (-0.89).

Table 21: Satisfaction with 511 Features by Satisfaction with 511 Service
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Overall

Q3 Satisfaction with 511

Service

Very

sat.

Smwt

sat.

Smwt

dissat.

Very

dissat.

Q11c Effort needed to

learn to use system

Q11a Response time of

511 system to voice

commands

Q11f Usefulness of

information

Q11b Overall ease of

use of 511 system

Q11g Types of

information available

Q11e Accuracy of

information

Q11d System's ability to

understand voice

commands

1.57

1.83

1.48

0.52

-0.70

1.67

1.87

1.68

0.81

-0.64

1.62

1.87

1.50

0.87

-0.55

1.59

1.89

1.52

0.11

-0.89

1.60

1.88

1.53

0.55

-1.15

1.57

1.79

1.48

0.78

-0.61

1.50

1.80

1.36

-0.12

-0.54

1.44

1.72

1.23

0.50

-0.52


Table 22 presents satisfaction with 511 features by ‘Received Information Needed on Last Call’. Overall, respondents who said that they received the information they needed reported a higher level of satisfaction with all the features of the 511 system (1.70) in comparison to those who said they did not receive the information they needed when they last called (0.96). Those respondents who said that they did not receive the information they needed were most likely to be satisfied on average with ‘Effort needed to learn to use the system’ (1.31) and least likely to be satisfied with ‘Usefulness of the information’ (0.58). In contrast, of those respondents who did receive the information they needed, large majorities were very satisfied with all features of the system with the lowest ranking being satisfaction with the ‘Systems ability to understand voice commands (1.44).

Table 22: Satisfaction with 511 Features by Received Information Needed on Last Call
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Overall

Q7&10 Received Information Needed on

Last Call

Yes

No

Q11c Effort needed to

learn to use system

Q11a Response time of

511 system to voice

commands

Q11b Overall ease of

use of 511 system

Q11f Usefulness of

information

Q11g Types of

information available

Q11e Accuracy of

information

Q11d System's ability to

understand voice

commands

1.57

1.70

0.96

1.67

1.76

1.31

1.62

1.74

1.12

1.60

1.74

0.91

1.59

1.78

0.58

1.57

1.70

0.88

1.50

1.65

0.71

1.44

1.51

1.12


511 Service Usage Patterns

The first substantive question of this survey asked respondents whether or not this was their first time using 511. 
Figure 6 REF X38741_Figure_Figur \n  \* MERGEFORMAT presents the responses to Question i. Sixty-one percent of respondents reported that it was the first time they had used 511. Thirty nine percent of respondents stated that this was not the first time that they called the 511 service.  Please note for some of the tables in this section, "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.
Figure 6: First Time Versus Multiple Times User
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Table 23: First Time Versus Multiple Times User by Mode
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Overall

Mode

Traffic

Public

Transit

Carpool or

Vanpool

Bicycling

Other

Yes

No

1019

663

354

21

6

17

623

61.1%

406

61.2%

217

61.4%

20

92.6%

5

82.5%

12

70.2%

396

38.9%

257

38.8%

137

38.6%

2

7.4%

1

17.5%

5

29.8%


Chi-squared value: 10.372269

Degrees of freedom: 5

There is a significant relationship at the 10% level.

Table 24 and Table 25 present the responses to Question i by County of origin. The distribution of first time versus non first time users of the 511 system was fairly consistent between the Bay Area Counties, with the exception of Solano County, where over three quarters of respondents indicated that they were first time users (78%). 

Table 24: 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 25: 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%


Table 26

REF X38503_TableTitle_T \n  \* MERGEFORMAT  andREF X42410_TableTitle_T \n  \* MERGEFORMAT  Table 27 show first time versus multiple times user by destination County. Respon​dents traveling to Solano County had the highest proportion of first time users of the 511 ser​vice (83%)
. Otherwise, the distribution of first time versus non-first time users does not differ significantly between respondents with trip destinations in the remaining Bay Area Counties. 

Table 26: First Time Versus Multiple Times User by Destination County - Tier A
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Overall

QB&D Destination County

Alameda

County

Contra Costa

County

Marin County

Napa County

San Mateo

County

Yes

No

1019

396

125

18

11

71

623

61.1%

237

59.9%

78

62.6%

12

66.3%

10

86.3%

39

55.3%

396

38.9%

159

40.1%

47

37.4%

6

33.7%

2

13.7%

32

44.7%


Table 27: First Time Versus Multiple Times User by Destination County - Tier B
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Overall

QB&D Destination County

Santa Clara

County

San Francisco

County

Solano County

Sonoma

County

Other

Yes

No

1019

94

171

50

15

67

623

61.1%

42

44.0%

108

63.0%

42

82.5%

10

63.2%

46

69.1%

396

38.9%

53

56.0%

63

37.0%

9

17.5%

6

36.8%

21

30.9%


Table 28 REF X27646_TableTitle_T \n  \* MERGEFORMAT  shows first time versus multiple times user by area code. Respondents calling 511 from a 707 area code are most likely to be first time users (79%), with only 20 percent hav​ing used the 511 service more than once.

Table 28: First Time Versus Multiple Times User by Area Code
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Overall

Area Code

408

415

510

650

707

925

Other

Refused

Yes

No

1019

61

149

454

70

80

87

25

94

623

61.1%

29

47.7%

88

59.2%

271

59.7%

39

55.7%

64

79.8%

59

67.7%

20

79.0%

54

57.4%

396

38.9%

32

52.3%

61

40.8%

183

40.3%

31

44.3%

16

20.2%

28

32.3%

5

21.0%

40

42.6%


Respondents who indicated that they had used the 511 service more than once (those who answered ‘No’ to Question i) were next asked when they last used the service, prior to this call. The combined responses to Questions 1 and 2 are presented in FigureREF X61993_Figure_Figur \n  \* MERGEFORMAT . Overall, the largest groups of respondents reported last using the 511 service ‘Today’ (19%) or ‘One day ago’ (20%). Thirty-six percent of respondents indicated that they last used the 511 service between ‘2 days ago’ and ‘7 days ago’, nine percent said ‘One to two weeks ago’, and 16 per​cent reported that they last used the service more than two weeks ago. 
Figure 7: Last Use of 511 Service
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Table 29: Last Use of 511 Service by Mode
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Overall

Mode

Traffic

Public

Transit

Carpool or

Vanpool

Bicycling

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

255

133

2

1

5

72

18.5%

50

19.7%

21

16.0%

1

33.3%

-

-

2

30.0%

79

20.2%

55

21.7%

22

16.8%

1

66.7%

1

50.0%

1

10.0%

38

9.8%

29

11.4%

9

7.0%

-

-

-

-

-

-

22

5.6%

12

4.9%

10

7.4%

-

-

-

-

-

-

19

4.8%

15

5.7%

5

3.5%

-

-

1

50.0%

-

-

15

3.9%

11

4.5%

4

2.7%

-

-

-

-

-

-

8

2.0%

5

2.0%

3

2.0%

-

-

-

-

-

-

37

9.4%

22

8.7%

14

10.5%

-

-

-

-

1

20.0%

36

9.2%

21

8.1%

13

10.2%

-

-

-

-

2

30.0%

23

6.0%

16

6.1%

9

6.6%

-

-

-

-

-

-

41

10.6%

18

7.1%

23

17.2%

-

-

-

-

1

10.0%


Chi-squared value: 28.921246

Degrees of freedom: 50

There is no significant relationship at the 1% level.

Respondents who reported that they had used the 511 service more than once (those who answered ‘No’ to Question i), were asked in Question 8 approximately how often they use the service. Figure 8

REF X35149_Figure_Figur \n  \* MERGEFORMAT  shows that 19 percent of respondents to this question said that they used the 511 service at least every day (‘More than once a day’: 11%, ‘Every day’: 8%). Fifty per​cent indicated using the service less than every day but at least once a week (‘4-6 day a week’: 12%, ‘2-3 days a week’: 24%, ‘Once a week’: 14%). Fifteen percent said that they used it two or three times a month, while the remainder of respondents to this question indicated using 511 once a month or less (14%).

Figure 8:  Frequency of Use
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Table 30: Frequency of Use by Mode
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Overall

Mode

Traffic

Public

Transit

Carpool or

Vanpool

Bicycling

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

257

137

2

1

5

42

10.7%

37

14.3%

5

3.8%

1

33.3%

1

50.0%

1

10.0%

31

7.9%

25

9.7%

6

4.5%

-

-

-

-

-

-

48

12.0%

40

15.5%

8

5.7%

1

33.3%

-

-

-

-

95

24.0%

68

26.4%

26

19.3%

1

33.3%

-

-

1

10.0%

55

13.9%

36

13.9%

20

14.8%

-

-

1

50.0%

-

-

57

14.4%

31

11.9%

26

19.3%

-

-

-

-

2

30.0%

31

7.7%

10

3.8%

20

14.4%

-

-

-

-

1

20.0%

24

6.2%

5

1.8%

18

13.3%

-

-

-

-

2

30.0%

7

1.7%

3

1.2%

4

2.7%

-

-

-

-

-

-

6

1.4%

3

1.2%

3

2.3%

-

-

-

-

-

-

1

0.1%

1

0.2%

-

-

-

-

-

-

-

-


Chi-squared value: 253.020260

Degrees of freedom: 50

There is a significant relationship at the 1% level.

Table 31 presents the frequency of use by overall satisfaction with the 511 service. This anal​ysis suggests that the frequency of use of the 511 system is associated with whether the user is satisfied or dissatisfied with the service. For example, of those respondents who said they were satisfied (‘very’ or ‘somewhat’) with the 511 service, 57 percent indicated using it at least two to three days a week. In contrast, of those respondents who said that they were dissatisfied (‘very’ or ‘somewhat’) with the 511 service only 36 percent said that they used it at least two to three times a week.

Table 31: Frequency of Use by Satisfaction with 511 Service
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Overall

Q3 Satisfaction with 511

Service

Very

sat.

Smwt

sat.

Smwt

dissat.

Very

dissat.

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

243

122

18

12

42

10.7%

26

10.9%

15

12.3%

1

2.9%

1

4.2%

31

7.9%

21

8.7%

8

6.8%

1

5.9%

1

4.2%

48

12.0%

34

14.1%

11

9.4%

1

2.9%

2

12.5%

95

24.0%

61

24.9%

31

25.1%

2

8.8%

2

12.5%

55

13.9%

36

14.7%

17

13.6%

2

11.8%

1

4.2%

57

14.4%

34

14.1%

17

13.6%

4

23.5%

2

16.7%

31

7.7%

16

6.6%

10

8.5%

3

17.6%

1

8.3%

24

6.2%

9

3.8%

9

7.7%

3

17.6%

3

20.8%

7

1.7%

2

0.9%

3

2.1%

1

2.9%

1

8.3%

6

1.4%

3

1.1%

1

0.9%

1

5.9%

1

8.3%

1

0.1%

1

0.2%

-

-

-

-

-

-


Table 32 REF X13121_TableTitle_T \n  \* MERGEFORMAT presents frequency of use of the 511 system by respondents’ household income. Greater percentages of respondents with household incomes of ‘$65,000 to $85,000’ (80%) and ‘Over $85,000’ (78%) reported using the system on at least a weekly basis in comparison to respondents in the ‘Under $65,000’ (61%) household income category. In contrast, a higher proportion of respondents in the ‘Under $65,000’ household income category indi​cated that they use the 511 system two to three times a month or less in comparison to respondents in the ‘$65,000 to $85,000’ and ‘Over $85,000’ household income categories (37% vs. 18% and 20%).

Table 32: Frequency of Use by Household Income
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Overall

Household Income

Under

$65,000

$65,000 to

$85,000

Over

$85,000

DK/NA

Refused

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 (PLEASE

SPECIFY)

DK/NA (DON'T READ)

Refused (DON'T READ)

418

210

45

117

9

37

42

10.2%

15

6.9%

5

11.4%

18

15.5%

1

5.9%

4

11.2%

31

7.4%

11

5.4%

3

5.7%

12

10.6%

1

5.9%

4

11.2%

48

11.4%

19

9.1%

7

14.9%

18

15.5%

1

5.9%

3

8.4%

95

22.7%

40

19.3%

13

28.6%

31

26.6%

2

23.5%

8

22.3%

55

13.1%

35

16.6%

5

10.3%

9

8.0%

1

5.9%

6

15.3%

57

13.6%

35

16.6%

4

9.2%

13

11.1%

2

17.6%

4

9.8%

31

7.3%

21

9.9%

2

3.4%

6

4.9%

1

5.9%

2

5.6%

20

4.8%

15

7.2%

2

3.4%

3

2.2%

-

-

1

2.8%

33

7.9%

16

7.6%

6

13.1%

5

3.9%

2

23.5%

5

12.2%

6

1.4%

3

1.5%

-

-

2

1.8%

-

-

1

1.4%

1

0.1%

-

-

-

-

-

-

1

5.9%

-

-


511 Information Sought and Received

All respondents were asked what the primary type of information was that they were looking for when they last called 511 (Questions 6 and 9.) The combined responses to Question 6 and Question 9 are presented in Figure 9

REF X11091_Figure_Figur \n  \* MERGEFORMAT . 
The greatest percentage of respondents reported that they were looking for ‘Traffic condi​tions’ (39%), followed closely by ‘Public transit information’ (34%) and ‘Traffic congestion’ (29%).

Figure 9: Primary Type of Information Sought from 511 Service
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Table 33 REF X92056_TableTitle_T \n  \* MERGEFORMAT through Table 36

REF X95379_TableTitle_T \n  \* MERGEFORMAT  present primary type of information sought from 511 service by County of origin and by destination County. These results show that callers to the 511 system with trip origins or trip destinations in all Bay Area Counties with the exception of Alameda County are most likely to have called the 511 service in order to get traffic information - either ‘Traf​fic conditions’ (range: 36%-63%) or ‘Traffic congestion’ (range: 32%-48%). In contrast, call​ers with a trip origin or destination in Alameda County are most likely to have been seeking ‘Public transit information’ (54% and 54%, respectively.)  Please note for some of the tables in this section, “Other” refers to all other types of information sought that do not fit into the categories given and were too few to be given a separate code.  The main themes of the additional categories were people seeking directions, airport information and general curiosity.  

Table 33: 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%

-

-

-

-

-

-


Please Note: The cell size for Alameda County is large in relation to the other counties.  This study was not designed to be representative of the population of Bay Area counties. We did not screen for area code and therefore had no control over geographic location of respondents. 

Table 34: Primary Type of Information Sought from 511 Service by County of Origin -- Tier B
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Table 35: Primary Time of Information Sought from 511 Service by Destination County -- Tier A
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Table 36: Primary Type of Information Sought from 511 Service by Destination County -- Tier B
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Table 37 REF X16747_TableTitle_T \n  \* MERGEFORMAT  presents primary type of information sought from 511 service by overall satisfaction with the service. Satisfied users (very or somewhat) of the 511 service were most likely to have been seeking information on traffic conditions (41%). However, almost a third of satis​fied users also sought public transit information (31%) and ‘Traffic congestion’ information (30%). Among respondents who indicated that they were dissatisfied (somewhat or very) with the 511 service overall, almost two thirds (63%) were seeking public transit informa​tion. 

Table 37: Primary Type of Information Sought from 511 Service by Overall Satisfaction with 511 Service
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Table 38 presents primary type of information sought from 511 service by household income. A higher proportion of respondents in the ‘Under $65,000’ household income cate​gory indicated that the primary type of information they were looking for when they last called 511 was ‘Public transit information’ (57%), in comparison to the ‘$65,000 to $85,000’ and ‘Over $85,000’ categories (21% and 11%, respectively). In contrast, greater per​centages of respondents with household incomes of ‘$65,000 to $85,000’ and ‘Over $85,000’ reported that the primary types of information they were looking for when they last called 511 were traffic related; ‘Traffic conditions’ (51% and 49%, respectively) and ‘Traffic conges​tion’ (31% and 44%, respectively.) 

Table 38: Primary Type of Information Sought from 511 Service by Household Income
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Table 39 presents primary type of information sought from 511 service by frequency of use. This analysis suggests that respondents who use the system at least two to three days a week do so primarily to gain information about ‘Traffic conditions’ (49%) and ‘Traffic conges​tion’ (34%). Furthermore, respondents who use the system once a week or less seem to pri​marily be looking for ‘Public transit information’ (49%). 

Table 39: Primary Type for Information Sought from 511 Service by Frequency of Use
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Table REF X17596_TableTitle_T \n  presents primary type of information sought from 511 service by area code. It shows that respondents from all area codes except ‘510’ are most likely to have called the 511 sys​tem seeking ‘Traffic conditions’ (range: 45%-58%) or ‘Traffic congestion’ (range: 32%-50%) information. In contrast, respondents with ‘510’ area code are most likely to call 511 for ‘Public transit information’ (56%), followed by ‘Traffic conditions (26%), and ‘Traffic con​gestion’ (19%).

Table 40: Primary Type of Information Sought from 511 Service by Area Code
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Table 41

REF X87097_TableTitle_T \n  \* MERGEFORMAT  presents primary type of information sought from 511 service by gender. It shows that female callers to the 511 service are most likely to be seeking ‘Public transit informa​tion’ (47%), whereas male callers are most likely to be seeking ‘Traffic conditions’ informa​tion (45%).

Table 41: Primary Type of Information Sought from 511 Service by Gender
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All respondents were next asked whether or not they received the information they needed when they last called the 511 service (Questions 7 and 10.) The combined responses to Ques​tion 7 and Question 10 are presented in Figure 10

REF X23529_Figure_Figur \n  \* MERGEFORMAT .
Figure 10

REF X23529_Figure_Figur \n  \* MERGEFORMAT  shows that the majority of respondents reported that they had received the infor​mation they needed (82%), and 14 percent stated that they had not.  

Figure 10: Received Information Needed on Last Call
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Table 42: Received Information Needed on Last Called by Mode
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Chi-squared value: 445.845355

Degrees of freedom: 10

There is a significant relationship at the 1% level.

Table 43 REF X71517_TableTitle_T \n  \* MERGEFORMAT  through Table 46

REF X55467_TableTitle_T \n  \* MERGEFORMAT  present whether the respondent received information needed on the last call by multiple versus first time user, satisfaction with the 511 service, and frequency of use. These tables illustrate that being a first time user or not has no substantial association with whether the user received the information they needed. They also show that the propor​tion of respondents that have received information needed decreases as the level of overall satisfaction decreases and as the frequency of use decreases.

Table 43: Received Information Needed on Last Called by Satisfaction with 511 Service
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Table 44: Received Information Needed on Last Call by First Time Using 511
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Table 45: Received Information Needed on Last Call by Frequency of Use
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Table 46: Received Information Needed on Last Called by Likelihood of Calling 511 Again
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Influence of 511 on Travel Decision Making

Respondents who were not first time callers (those who answered ‘No’ to Question i) were asked in Question 12 to think about the most recent call that they made to 511, and if the information they received caused them to change their travel plans.  Please note for some of the tables in this section, "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.
As presented in Figure 11

REF X26096_Figure_Figur \n  \* MERGEFORMAT , 35 percent of respondents stated that they changed their travel plans based on the information they received from the 511 service. Sixty-three percent of respondents reported that they had not changed their travel plans based on information received from the 511 service.  

Figure 11: 511 Influences Travel Plans

[image: image55.wmf]Yes     

34.8%

No     

63.4%

DK/NA     

1.7%

Refused     

0.1%

      


Table 47 presents whether or not the respondents last called to 511 influenced their travel plans cross tabulated by mode of travel. Using the 511 system is more likely to have an effect on the travel plans of respondents whose travel mode is traffic it is in comparison to respondents who use public transit. 

Table 47: Influences Travel Plans by Mode
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Chi-squared value: 9.609861

Degrees of freedom: 15

There is no significant relationship.

Table 48 REF X92143_TableTitle_T \n  \* MERGEFORMAT  presents 511 influences travel plans by received information needed on last call. It shows that respondents who received the information they needed were somewhat more likely to have changed their travel plan in comparison to those who did not receive the infor​mation they needed (36% vs. 21%).

Table 48: 511 Influences Travel Plans by Received Information Needed on Last Call
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Likelihood of Calling 511 Again

All respondents to the survey were asked in Question 13 how likely they would be to call the 511 service again. As presented in Figure 12 REF X28500_Figure_Figur \n  \* MERGEFORMAT , 97 percent of respondents reported that they were likely to call 511 again (87% ‘Very likely’, 10% ‘Somewhat likely’). Only three percent of the respondents indicated that they were not likely (somewhat or very unlikely) to call 511 again.  Please note for some of the tables in this section, "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.

Figure 12: Likelihood of Calling 511 Again
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Table 49: Likelihood of Calling 511 Again by Mode
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Chi-squared value: 158.765673

Degrees of freedom: 25

There is a significant relationship at the 1% level.


Table 50
 REF X57027_TableTitle_T \n  \* MERGEFORMAT  presents the likelihood of calling 511 again by satisfaction with 511 service. This shows that the level of overall satisfaction with the 511 service is strongly and positively asso​ciated with respondents being very likely to call again. For example, of those who are ‘Very satisfied’ with 511 service 96 percent said that they were ‘Very likely’ to call again. Only 34 percent of respondents who are ‘Very dissatisfied’ said they were very likely to call 511 again.

Table 50: Likelihood of Calling 511 Again by Satisfaction with 511 Service
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Table 51 presents in the first row those individuals who indicated in question 13 that they are very likely to call 511 and indicated in question 3 that they are very satisfied with 511 by mode. The second row presents those individuals who indicated in question 13 that they are less than very likely to call 511 again and less then very satisfied with 511 by mode. It shows that traffic users are most satisfied and most likely to call 511 again.

Table 51: Very Likely and Very Satisfied by Travel Mode
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Chi-squared value: 36.467365

Degrees of freedom: 5

There is a significant relationship at the 1% level.

Table 51 presents the likelihood of calling 511 again by received information needed on last call. It shows that respondents who said that they received information they needed on the last call have a much greater propensity (very likely to call 511 again) to call the service again in comparison to those who did not receive needed information (92% vs. 65%, respec​tively.)

Table 52: Likelihood of Calling 511 Again by Received Information Needed on Last Call
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General Feedback on Experience with 511

All respondents were asked in Question 14 if they had additional comments regarding the 511 service. Some feedback questions were presented in an open-ended format. Respondents were allowed to give multiple responses and therefore the sum of the percentages shown in Figure 13 closeREF X28428_Figure_Figur \n  \* MERGEFORMAT  is greater than 100 percent.
Overall, 33 percent of opinions offered by respondents are a ‘Positive’ comments about the 511 service, 26 percent are ‘Negative’ comment, and 44 percent of respondents stated that they had no other comments. The number one positive response, provided by respondents, was ‘Valuable/ useful service’ (17%), followed by ‘Convenient, quick & easy’ (5%), and ‘Good information’ (4%). Fourteen percent of respondents (the largest number of respon​dents with a negative comment) stated that the 511 service needs to ‘Expand features & scope of service’.  Please note for some of the tables in this section, "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.

Figure 13: General Feedback on Experience with 511
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Table 53: General Feedback on Experience with 511 by Mode
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Sleep that Chi-squared value: 91.285882

Degrees of freedom: 35

There is a significant relationship at the 1% level.

Table 54 REF X95978_TableTitle_T \n  \* MERGEFORMAT  presents general feedback on 511 experience by area code. Respondents with the ‘408’ area code were more likely to mention that 511 was a ‘Valuable/useful service’ in com​parison to respondents with other area codes. Respondents with a ‘415’ area code were more likely to state that the 511 service should ‘Expand features and the scope of service’ than respondents with other area codes.

Table 54: General Feedback on Experience with 511 by Area Code
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Trip Origins and Destinations

All respondents were asked to indicate in what city or town they had started their trip on their most recent call to 511. Respondents provided city and town names, these were recoded to fit into a County category. For instance, if a respondent indicated that their trip started in ‘Ber​keley’ their answer would be recoded into the category ‘Alameda County’.  Please note for some of the tables in this section, "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.
Figure 9

REF X13051_Figure_Figur \n  \* MERGEFORMAT  presents the responses to Question A and Question C combined. The greatest per​centage of respondents indicated that they started their trip in Alameda County when they last called 511 (42%), followed by Contra Costa County (15%) and San Francisco County (12%).  

Figure 14: County of Trip Origins
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Table 55: County of Trip Origin by Mode
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Chi-squared value: 191.171857

Degrees of freedom: 45

There is a significant relationship at the 1% level.


Table 56
 REF X66204_TableTitle_T \n  \* MERGEFORMAT  presents the County of trip origin by area code. The majority of respondents with area code ‘408’ started their trip in Santa Clara County (68%). The greatest percentage of respondents with area code ‘415’ started their trip in San Francisco County (49%). Respon​dents with area code ‘510’ mainly started their trip in Alameda County (74%), whereas respondents with area code ‘925’ mainly started their trip in Contra Costa County on their last call (62%). The majority of respondents with area code ‘650’ started their trip in San Mateo County (48%), and the majority of respondents with area code ‘707’ started their trip in Solano County (46%).

Table 56: County of Trip Origin by Area Code
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Please Note: Since many of the callers to 511 who were intercepted for this study were in transit and using their cell phones, we cannot assume that there is a direct correlation between area code and County of origin.

All respondents were asked what city or town was their destination for their trip. Respondents provided city and town names, these were recoded to fit into a County category. For instance, if a participant indicated their trip ended in ‘Redwood City’ their answer would be recoded into the category ‘San Mateo County’.
Figure 15

REF X82206_Figure_Figur \n  \* MERGEFORMAT  presents the responses to Question B and Question C combined. The top destina​tion County was Alameda County (39%). San Francisco County was the second most often reported destination County (17%), followed by Contra Costa County (12%), Santa Clara County (9%), and San Mateo County (7%).
Figure 15: County of Trip Destination
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Table 57: County of Trip Destination by Mode
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Chi-squared value: 202.108250

Degrees of freedom: 45

There is a significant relationship at the 1% level.

Table 58 presents County of trip destination by area code. The majority of respondents with area code ‘408’ ended their trip in Santa Clara County on their last call to 511 (41%). The majority of respondents with area code ‘415’reported that they ended their trip in San Fran​cisco County (36%). Respondents with area code ‘510’ were most likely to have ended their trip in Alameda County (61%). The highest proportion of respondents with area code ‘650’ reported ending their trip in Alameda County (21%), San Mateo County (20%), and Santa Clara County (19%). The greatest percentage of respondents with area code ‘707’ said they ended their trip in Alameda County (24%) and the greatest percentage of respondents with area code ‘925’ said they ended their last trip in Contra Costa County (36%).

Table 58: County of Trip Destination by Area Code
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Table 59

REF X28148_TableTitle_T \n  \* MERGEFORMAT  and Table 60

REF X72747_TableTitle_T \n  \* MERGEFORMAT  present County of trip origin by destination County. The majority of respon​dents who ended their trip in Alameda County on their last call to 511 also started their trip in Alameda County (64%). The highest proportions of respondents whose destination was in Contra Costa County also started their trip in Contra Costa County (35%). Respondents who ended their trip in San Mateo County were most likely to have started their trips in Santa Clara (23%) and Alameda County (19%). Furthermore, respondents who ended their trip in Santa Clara County on their last call to 511 mainly started their trip in Santa Clara County (31%). Lastly, the majority of respondents who ended their trip in San Francisco County had started their trip in Alameda County (47%).

Table 59: County of Trip Origin by Destination County -- Tier A
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Table 60: County of Trip Origin by Destination County -- Tier B
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Additional Demographic and Behavioral Information

Figure 16 REF X81913_Figure_Figur \n  \* MERGEFORMAT  through Figure 19

REF X23312_Figure_Figur \n  \* MERGEFORMAT  graphically present the demographic and behavioral information collected in the survey. Although the primary motivation for collecting the Demographic and behavioral information was to provide a better insight into how responses to the substantive questions of the survey vary across respondents, this information is also useful for better understanding the profile of respondents to the 511 satisfaction survey. In particular, the distribution of household income presented in Figure 17 REF X72719_TableTitle_T \n  \* MERGEFORMAT reflects Census 2000 data for the Bay Area. This suggests that users of the 511 system reflects the overall population of the Bay Area in terms of household income. For example, 42 percent of respondents have a household income of less than $65,000 and the Census 2000 data shows that in the Bay Area 48% of households have an income of less than $60,000.  Please note for some of the tables in this section, "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.

Figure 16: Age
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Table 61: Age by Travel Mode
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Figure 17: Household Income
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Table 62: Household Income by Mode
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Figure 18: Area Code
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Table 63: Area Code by Mode
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Figure 19: Gender
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Table 64: Gender by Mode
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Conclusions and Recommendations

Godbe Research offered the following conclusions and recommendations based on the research objectives and findings for this study.

Satisfaction with 511

The survey results suggest that overall levels of user satisfaction with the 511 service are high. Sixty-two percent are very satisfied and 28 percent are somewhat satisfied with the ser​vice. We were expecting that whether a caller is a first time user or a multiple times users of the 511 system or when the caller has last used the service might have an influence on overall satisfaction levels. However, the data did not reflect this.
Not only did respondents report a high level of satisfaction in general with the 511 service, but also respondents were on average slightly more than somewhat satisfied with all of the features of the 511 system listed. The greatest level of satisfaction was reported on average with ‘Effort needed to learn to use the system’. It is important to note an inherent bias of this study.  It is likely that those users who have ceased calling the 511 system are least satisfied and our data does not reflect their opinions.
Drivers of Satisfaction
What drives overall satisfaction? The results show that the top three reasons for a rating of satisfied are ‘Get information needed’, ‘Traffic conditions information’, and ‘Convenient’. However, among ‘Very Satisfied’ users ‘Easy to use’ and ‘Voice activation’ are more often reported. 
Drivers of satisfaction differ between first time users and multiple time users of the system. More experienced users of 511 are satisfied with the system because they ‘Get information needed’, ‘Convenience’ and ‘Traffic conditions information’. Whereas first time users more often rate ‘Easy to use’ and ‘Voice activation’ as reasons for satisfaction.
The specific features of the 511 system that lead to an overall rating of very satisfied are: ‘Response time of the 511 system to your voice commands’ and ‘Overall ease of use of the 511 system’. Overall satisfaction levels are likely to be highest among respondents who said that they received the information that they needed, and among those who have been seek​ing traffic related information (traffic conditions or traffic congestion.) 
The results of the survey suggest that almost all users of the 511 system are likely to call 511 again. Receiving the information that they need increases the propensity of users to call 511 again. As might be expected the results also show a strong association between overall satis​faction with 511 and likelihood of calling again. 
In summary, users of the 511 system are most likely to rate themselves as being satisfied overall with 511 if they are looking for traffic related information, if they get the information they need and if they are satisfied with ‘Response time of the 511 system to your voice com​mands’ and ‘Overall ease of use of the 511 system’. Open-ended reasons most often offered for satisfaction among users are traffic conditions information, ease of use, voice activation, and convenience of the 511 system. However, these reasons differ slightly between first time and multiple times users. 
Drivers of Dissatisfaction
What drives overall dissatisfaction? The top two reasons offered for a rating of overall dissat​isfaction among end users were related to the information provided by 511; ‘Could not get needed info’ and ‘Inaccurate/not specific enough information. ‘Voice recognition problems’, ‘Navigation problems, and ‘Takes too long’ were also noted. Furthermore, seven percent of respondents stated that they would prefer to talk to a live person or use a touch tone system.
Reasons for dissatisfaction differed between first time and multiple time users of the 511 sys​tem. Among first time users it was ‘Could not get needed information’ and ‘Inaccurate/ not specific enough information’. Among multiple time users key reasons were: ‘Voice recogni​tion problems’, ‘Inaccurate/ not specific enough information’ and ‘Prefer live person or touch tone. 
Reasons for dissatisfaction that help to distinguish between ‘Very dissatisfied’ and ‘Somewhat dissatisfied’ users of 511 are: ‘Could not get needed information’ (35% vs. 24%) ‘Takes too long’ (20% vs. 4%) and ‘Bad customer service from Public Transportation Agent’ (11% vs. 1%).
First time users are much more likely to be dissatisfied because they could not get needed information in comparison to multiple time users. In contrast, multiple time users were more likely to be dissatisfied as a result of voice recognition problems in comparison to first time users. 
Dissatisfaction with specific features of the 511 system that are most associated with an over​all very dissatisfied rating are: ‘Usefulness of the information’, ‘Overall ease of use of the 511 system’, and ‘Effort needed to learn to use the system’. Among respondents who indicated that they were dissatisfied with the 511 service overall, almost two thirds were seeking public transit information. Respondents that indicated they did not receive the information that they needed were more likely to be dissatisfied with the service as a whole. 
In general, respondents are most likely to rate themselves as dissatisfied overall with the 511 system if they are seeking public transit information, if they do not receive the infor​mation that they needed and if they are dissatisfied with ‘Usefulness of the information’, ‘Overall ease of use of the 511 system’, and ‘Effort needed to learn to use the system’. Open-ended reasons offered by dissatisfied users differ between first time and multiple time users of the system but overall they include ‘Could not get needed info’ and ‘Inaccurate/not specific enough information’ and ‘Voice recognition problems’. 
511 Usage Behavior
Of multiple time users surveyed over one third (35%) said that they had changed their travel plans as a result of the information they obtained from 511. Nineteen percent of multiple time users said that they used the service at least once a day, 50 percent said they used it less than every day but at least once a week, 15 percent used it two to three times a month, and 14 percent once a month or less. The majority of respondents (82%) said that they had found the information they were seeking when they called 511. 
Lower income households were less likely to have reported using the 511 service as fre​quently as higher income households.
First time users are most likely to have a 707 area code and be commuting either to or from Solano County (79% versus 61%). Most frequent users of the 511 system are likely to be from higher income households and are most likely to be seeking traffic information.  It is possible that the reason for this finding is that household income tends to use public transit to greater extent than higher income households.

Respondents are most likely to seek public transit information if they are traveling to or from Alameda county, from the ‘510’ area code, are female, are from lower income house​holds or are less frequent users of the 511 system. Again, it is possible that users of public transit are more likely to be female and from your income households. 

Profile of 511 Users

Current users of the 511 system are most likely to have started their trip in Alameda County when they last called 511 (42%), followed by Contra Costa County (15%) and San Francisco County (12%). The most likely trip destination counties for current users of 511 are Alameda County (39%), San Francisco County (17%) and Contra Costa County (12%).
Household income, age and gender data gathered on 511 users suggests that they are repre​sentative of the Bay Area population, based on Census 2000 data. Similar to the Census data, our research suggests that the majority of current users of 511 fall into the under $65,000 household income bracket or are within the 30 to 49 years old age range.
Recommendations/Areas for Improvement

Overall, the features of the 511 service that most require improvement are the ‘Systems abil​ity to understand voice commands’, ‘Accuracy of information’ and ‘Types of information available’. In addition, since users of the 511 system that seek public transit information are the least likely to be very satisfied with the service, this area of the 511 service requires improvement. 
Since overall satisfaction and likelihood of calling 511 again are associated with receiving the information that they need, this suggests that satisfaction will be maintained or increased if the content and accuracy of 511 is improved. We recommend that further research on 511 end users be conducted to ascertain what kind of Bay Area transportation and travel information they require or is important and most useful to them. Some of the open-ended responses to this survey suggest that in general users would like more specific, more accurate information and a broader scope of service. We suggest that the reader con​sult the verbatim responses to Questions 4, 5 and 14 (Appendix F) for some insight into this issue. 
The perception of ‘getting information that you need’ is key in determining end user satisfaction with the 511 service, we recommend that MTC manage user expectations of what kinds of information can be found using 511. One suggestion is that the caller to the 511 phone service be directed to the www.511.org website to learn more about how to use the sys​tem, what kinds of information can be found on the system and as a vehicle for providing feedback on the service to MTC. 
We know that the sample of 511 users is representative of the Bay Area Census population. Even though we did not collect ethnicity information on 511 users, we know from Census data that up to 20% of Bay Area population are Hispanic. Since voice recognition problems were offered frequently by respondents to the survey as a reason for dissatisfaction, and since the feature that respondents are least satisfied with is ‘Systems ability to understand voice commands’, we suggest that this problem might be mitigated in part by providing a Spanish language option to the 511 system. 
MTC Project Managers:


Kevin Dadian


Carol Kuester








� This is calculated by combining the number of people who said somewhat satisfied and very dissatisfied for those who use the 511 system once a month or less than once a month and recalculating the percentage based all the total respondents who indicated that they used the 511 system once a month or less than once a month.  


� Table columns may add to greater than 100% due to respondents being able to choose more than one answer for their response.  


� Table columns may add to greater than 100% due to respondents being able to choose more than one answer for their response.


� Table columns may add to greater than 100% due to respondents being able to choose more than one answer for their response.


� Table columns may add to greater than 100% due to respondents being able to choose more than one answer for their response.


� Table columns may add to greater than 100% due to respondents being able to choose more than one answer for their response.


� Table columns may add to greater than 100% due to respondents being able to choose more than one answer for their response.


� Table columns may add to greater than 100% due to respondents being able to choose more than one answer for their response.


� Table columns may add to greater than 100% due to respondents being able to choose more than one answer for their response.


�The cell size for Napa County is too small to draw conclusions.





� Table columns may add to greater than 100% due to respondents being able to choose more than one answer for their response.


� Table columns may add to greater than 100% due to respondents being able to choose more than one answer for their response.


� Table columns may add to greater than 100% due to respondents being able to choose more than one answer for their response.


� Table columns may add to greater than 100% due to respondents being able to choose more than one answer for their response.


� Table columns may add to greater than 100% due to respondents being able to choose more than one answer for their response.


� Table columns may add to greater than 100% due to respondents being able to choose more than one answer for their response.


� Table columns may add to greater than 100% due to respondents being able to choose more than one answer for their response.


� Table columns may add to greater than 100% due to respondents being able to choose more than one answer for their response.


� Table columns may add to greater than 100% due to respondents being able to choose more than one answer for their response.


� Table columns may add to greater than 100% due to respondents being able to choose more than one answer for their response.





[image: image86.jpg]


[image: image87.jpg]


[image: image88.jpg]


[image: image89.jpg]


[image: image90.jpg]


[image: image91.jpg]


[image: image92.jpg]


[image: image93.jpg]


[image: image94.jpg]


[image: image95.wmf]1.6%

0.6%

2.0%

33.4%

62.5%

Traffic     

Public Transit     

Carpool or Vanpool     

Bicycling     

Other     

[image: image96.wmf] 

Base

 

Overall

Q8 Frequency of use

Heavy

Average

Light

Other

DK/NA

Refused

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

117

144

93

8

4

1

321

34.8%

16

13.8%

39

27.4%

33

35.8%

3

40.0%

2

42.9%

-

-

168

18.2%

33

28.4%

31

21.3%

12

13.4%

1

6.7%

1

14.3%

-

-

161

17.5%

31

26.2%

31

21.7%

16

17.3%

2

20.0%

1

28.6%

-

-

158

17.1%

16

13.8%

20

14.1%

17

17.9%

2

26.7%

1

14.3%

-

-

158

17.2%

23

19.6%

20

13.7%

15

15.6%

1

13.3%

-

-

-

-

142

15.4%

13

11.1%

21

14.8%

14

15.1%

1

6.7%

1

14.3%

-

-

98

10.6%

13

11.1%

16

11.2%

12

12.8%

1

6.7%

-

-

-

-

82

8.8%

23

20.0%

19

13.4%

7

7.3%

1

6.7%

-

-

-

-

77

8.4%

10

8.4%

11

7.6%

6

6.7%

1

6.7%

1

28.6%

-

-

65

7.1%

13

11.6%

15

10.5%

5

5.6%

-

-

-

-

-

-

48

5.2%

8

7.1%

10

6.9%

3

2.8%

-

-

-

-

-

-

73

7.9%

9

7.6%

11

7.6%

10

11.2%

1

13.3%

-

-

-

-

45

4.9%

9

7.6%

9

6.5%

4

3.9%

1

6.7%

1

14.3%

-

-

31

3.3%

2

1.8%

6

4.0%

4

3.9%

2

20.0%

1

14.3%

-

-

62

6.7%

7

6.2%

9

6.5%

9

10.1%

2

20.0%

1

14.3%

-

-

88

9.5%

10

8.4%

9

6.5%

6

6.1%

1

13.3%

-

-

1

100.0%

2

0.2%

1

0.9%

1

0.4%

-

-

-

-

-

-

-

-

[image: image97.wmf] 

Base

 

Overall

Q3 Satisfaction

with 511 Service

Very

sat.

Smwt

sat.

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

634

288

321

34.8%

259

40.9%

62

21.4%

168

18.2%

118

18.6%

50

17.3%

161

17.5%

120

19.0%

41

14.1%

158

17.1%

131

20.6%

27

9.5%

158

17.2%

125

19.7%

34

11.6%

142

15.4%

116

18.3%

26

9.1%

98

10.6%

58

9.2%

40

13.8%

82

8.8%

65

10.2%

17

5.8%

77

8.4%

50

8.0%

27

9.4%

65

7.1%

55

8.7%

11

3.7%

48

5.2%

40

6.2%

8

2.8%

73

7.9%

58

9.2%

15

5.1%

45

4.9%

5

0.8%

40

13.8%

31

3.3%

7

1.2%

23

8.0%

62

6.7%

7

1.0%

56

19.3%

88

9.5%

43

6.8%

44

15.4%

2

0.2%

2

0.2%

-

-

[image: image98.wmf] 

Base

 

Overall

Q7&10 Received Information Needed on

Last Call

Yes

No

Very likely

Somewhat likely

Somewhat unlikely

Very unlikely

Refused

DK/NA

1019

836

147

888

87.1%

769

92.0%

95

64.5%

99

9.7%

63

7.5%

31

21.2%

9

0.9%

2

0.3%

5

3.1%

17

1.7%

1

0.1%

12

7.9%

5

0.5%

1

0.1%

5

3.3%

1

0.1%

1

0.1%

-

-

[image: image99.wmf]1.1%

1.5%

1.8%

4.9%

6.6%

7.0%

9.2%

12.3%

16.8%

38.9%

Alameda County     

San Francisco County     

Contra Costa County     

Santa Clara County     

San Mateo County     

Other     

Solano County     

Marin County     

Sonoma County     

Napa County     

_1130750647.unknown

_1130752514.xls
Chart1

		No other comment

		Other neutral

		Other negative

		Expand features & scope of service

		Other positive

		Good information

		Convenient, quick & easy

		Valuable/ useful service



0.44

0.1

0.122

0.133

0.065

0.04

0.052

0.173



Sheet1

		

																												Other*		Bicycling*		Carpool or Vanpool*		Public Transit		Traffic		Overall

																										Very satisfied		68.1%		91.3%		16.5%		54.2%		67.2%		62.2%

																										Somewhat satisfied		20.0%		8.7%		34.7%		28.3%		27.8%		28.3%

								Did not receive information needed on last call		85.70%

								Received information needed on last call		99.50%





Sheet1

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0



88.1%

100.0%

51.2%

95.0%

82.5%

90.5%

Total

Very satisfied

Somewhat satisfied



ExecSum 1.1IC

										Other*		Bicycling*		Carpool or Vanpool*		Public Transit		Traffic		Overall

								Very satisfied		68.1%		91.3%		16.5%		54.2%		67.2%		62.2%

								Somewhat satisfied		20.0%		8.7%		34.7%		28.3%		27.8%		28.3%

										88.1%		100.0%		51.2%		82.5%		95.0%		90.5%

		Voice activation		17%

		Easy to use		17%

		Traffic conditions information		18%

		Convenient		18%

		Get information needed		35%

		Takes too long		10%

		Navigation problems		12%

		Voice recognition problems		13%

		Inaccurate/not specific enough information		22%

		Could not get info needed		29%

		Did not receive information needed on last call		85.70%

		Received information needed on last call		99.50%

		Accuracy of information		81.50%

		System's ability to understand voice commands		89.50%

		Types of information available		91.60%

		Usefulness of information		92.80%

		Response time of 511 to voice commands		93.10%

		Ease of use of 511 system		93.10%

		Effort needed to learn to use system		94.70%

				Received info needed		Did not receive info needed		Don't Know

		Other*		68.9%		14.0%		17.0%

		Bicycling*		58.7%		41.3%		0.0%

		Carpool or Vanpool*		4.9%		2.5%		92.6%

		Public Transit		72.0%		21.6%		6.4%

		Traffic		88.6%		9.8%		1.6%

		Overall		82.0%		14.4%		3.5%

		Carpool or Vanpool*		4.9%		2.5%		92.6%

		Other		4.9%

		Public Transit		34.2%

		Traffic*		67.9%

				Received info needed		Did not receive info needed		Don't Know

		Very Likely		769		95		24		888

		Somewhat Likely		63		31		5		99

		Somewhat Unlikely		2		5		2		9

		Very Unlikely		1		12		5		18

				Received info needed		Did not receive info needed		Don't Know

		Very Unlikely		3.00%		68.30%		28.70%

		Somewhat Unlikely		26.00%		48.00%		26.00%

		Somewhat Likely		63.60%		31.40%		4.90%

		Very Likely		86.60%		10.70%		2.70%

								Q13 Likelihood of Calling 511 Service Again

						Overall		Very likely		Smwt likely		Smwt unlikely		Very unlikely

		Base				1019		888		99		9		17

		Q7&10 Received information needed		Yes		836		769		63		2		1

						82.00%		86.60%		63.60%		26.00%		3.00%

				No		147		95		31		5		12

						14.40%		10.70%		31.40%		48.00%		68.30%

				DK/NA		36		24		5		2		5

						3.60%		2.70%		4.90%		26.00%		28.70%

				Other*		Bicycling*		Carpool or Vanpool*		Public Transit		Traffic		Overall

		Yes		30.0%		100.0%		66.7%		29.9%		37.7%		34.8%

		No		70.0%		0.0%		33.3%		65.9%		61.7%		63.4%



0

0



ExecSum 1.1IC

		0

		0

		0

		0

		0





ExecSum1.0rsb

		0

		0

		0

		0

		0





Q4

		0

		0





Q5

		0

		0

		0

		0

		0

		0

		0



few with

80%



Q6and9

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Received info needed

Did not receive info needed

Don't Know



Q14

		0

		0

		0





		0		0		0

		0		0		0

		0		0		0

		0		0		0



Received info needed

Did not receive info needed

Don't Know



		0		0

		0		0

		0		0

		0		0

		0		0

		0		0



Very satisfied

Somewhat satisfied



		0		0

		0		0

		0		0

		0		0

		0		0

		0		0



Yes

No



		0

		0

		0



Traffic*
63%



		

				% Satisfied

		Carpool or Vanpool*		51.20%

		Public Transit		82.40%

		Other*		88.10%

		Traffic		95.00%

		Bicycling*		100.00%

		Voice activation		17%

		Easy to use		17%

		Traffic conditions information		18%

		Convenient		18%

		Get information needed		35%

				aif

		Takes too long		10%

		Navigation problems		12%

		Voice recognition problems		13%

		Inaccurate/not specific enough information		22%

		Could not get info needed		29%

		Received information needed on last call		99.50%

		Did not receive information needed on last call		85.70%

		Accuracy of information		79.90%

		System's ability to understand voice commands		89.50%

		Types of information available		91.60%

		Usefulness of information		92.80%

		Response time of 511 to voice commands		93.10%

		Ease of use of 511 system		93.10%

		Effort needed to learn to use system		94.70%

				Received info needed		Did not receive info needed		Don't Know

		Traffic		88.6%		9.8%		1.6%

		Public Transit		72.0%		21.6%		6.4%

		Carpool or Vanpool*		4.9%		2.5%		92.6%

		Bicycling*		58.7%		41.3%		0.0%

		Other*		68.9%		14.0%		17.0%

		Other		4.9%

		Public Transit		34.2%

		Traffic*		67.9%

				Received info needed		Did not receive info needed		Don't Know

		Very Likely		769		95		24		888

		Somewhat Likely		63		31		5		99

		Somewhat Unlikely		2		5		2		9

		Very Unlikely		1		12		5		18

				Received info needed		Did not receive info needed		Don't Know

		Very Likely		86.6%		10.7%		2.7%

		Somewhat Likely		63.6%		31.3%		5.1%

		Somewhat Unlikely		22.2%		55.6%		22.2%

		Very Unlikely		5.6%		66.7%		27.8%





		0

		0

		0

		0

		0



% Satisfied



		0

		0

		0

		0

		0





		0

		0

		0

		0

		0





		0

		0





		0

		0

		0

		0

		0

		0

		0





		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Received info needed

Did not receive info needed

Don't Know



		0

		0

		0





		0		0		0

		0		0		0

		0		0		0

		0		0		0



Received info needed

Did not receive info needed

Don't Know



		3D BAR PERCENT CHART

		THINNER BARS TO ACCOMMODATE LARGE NUMBER OF RESPONSE OPTIONS IN THE QUESTION

		DK/NA		0.2%

		Other neutral		9.5%

		Other negative		6.7%

		Expand features & scope of service		3.3%

		Inaccurate/ did not get info needed		4.9%

		Other positive		7.9%

		Helps with planning trip		5.2%

		Timely info		7.1%

		Useful/detailed/quality info		8.4%

		Accurate info		8.8%

		Great service		10.6%

		Quick		15.4%

		Easy to use		17.1%

		Voice activation		17.2%

		Convenient		17.5%

		Traffic conditions information		18.2%

		Get information needed		34.8%

						Overall

		Base				922

		Q4 Reasons for satisfied rating		Get information needed

				Traffic conditions information

				Convenient		17.5%

				Easy to use		17.1%

				Voice activation		17.2%

				Quick		15.4%

				Great service		10.6%

				Accurate info		8.8%

				Useful/detailed/quality info		8.4%

				Timely info		7.1%

				Helps with planning trip		5.2%

				Other positive		7.9%

				Inaccurate/ did not get info needed		4.9%

				Expand features & scope of service		3.3%

				Other negative		6.7%

				Other neutral		9.5%

				DK/NA		0.2%
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		2D BAR PERCENT CHART

		MAKE SURE TO ADJUST THE SCALE TO ACCOMMODATE YOUR MAXIMUM PERCENTAGE.

		Other		11.2%

		Can't skip options		3.7%

		Bad customer service from PTA		4.8%

		Confusing/ complicated		6.3%

		Prefer live person or touch tone		6.6%

		Takes too long		10.2%

		Navigation problems		11.7%

		Voice recognition problems		13.1%

		Inaccurate/not specific enough info		22.3%

		Could not get needed info		28.5%

						Overall

		Base				94

		Q5 Reasons for dissatisfied rating		Could not get needed info		28.5%

				Inaccurate/not specific enough info		22.3%

				Voice recognition problems		13.1%

				Navigation problems		11.7%

				Takes too long		10.2%

				Prefer live person or touch tone		6.6%

				Confusing/ complicated		6.3%

				Bad customer service from PTA		4.8%

				Can't skip options		3.7%

				Other		11.2%
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		2D BAR PERCENT CHART

		MAKE SURE TO ADJUST THE SCALE TO ACCOMMODATE YOUR MAXIMUM PERCENTAGE.

		Other		4.9%

		Traffic congestion		29.1%

		Public transit information		34.2%

		Traffic conditions		38.8%

						Overall

		Base				1019

		Q6&9 Primary type of information		Traffic conditions		38.80%

				Public transit information		34.20%

				Traffic congestion		29.10%

				Other		4.90%
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		2D BAR PERCENT CHART

		MAKE SURE TO ADJUST THE SCALE TO ACCOMMODATE YOUR MAXIMUM PERCENTAGE.

		No other comment		44.0%

		Other neutral		10.0%

		Other negative		12.2%

		Expand features & scope of service		13.3%

		Other positive		6.5%

		Good information		4.0%

		Convenient, quick & easy		5.2%

		Valuable/ useful service		17.3%

		Other neutral		9.9%

						Overall

		Base				1019

		Q14 Other comments		Good information		4.0%

				Convenient, quick & easy		5.2%

				Valuable/ useful service		17.3%

				Expand features & scope of service		13.3%

				Other positive		6.5%

				Other negative		12.2%

				Other neutral		10.0%

				No other comment		44.0%
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