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Introduction

511 is a phone and Web service for public transportation, traffic, carpooling, and bicycling information in the Bay Area. The service has been operational since December 6th 2002. The subject of this 2004 study is the three digit (511) toll free number portion of this service. The report is organized into the following sections:

The Executive Summary presents the key findings of the survey and the conclusions and recommendations based on the data. 

The Methodology section explains in detail the methodology followed for this study. It also explains how to use the detailed crosstabulation tables in Appendix B.
The Summary of Results section of the report 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
· Public Transportation Callers
· Traffic Callers
· Carpool and Vanpool Callers
· 511 Service Usage Patterns
· Awareness
· Improvements/Feedback on Experience with 511
· Likelihood of Calling 511 Again
· Influence of 511 on Travel Decision Making
· Additional Demographic and Behavioral Information
We have included the following three Appendices:

Appendix A, which presents the questionnaire and topline data.

Appendix B, which presents the computer-generated cross tabulations.

Appendix C, which presents the verbatim responses to the open ended questions of the survey.

Executive Summary

Introduction to the Study

MTC conducted a survey of users of the 511 telephone information service to determine their level of satisfaction with the service and to compare with baseline 2003 survey results. The research was carried out by Godbe Research, a marketing research firm based in Half Moon Bay.  Responses were collected from 1001 individuals between May 21 and June 10, 2004. Callers to the 511 service were intercepted with an automated request to participate in the survey, then transferred to a live operator who administered the survey interview. In order to increase the likelihood of Rideshare users of the 511 telephone system participating in the survey, Rides provided Godbe Research with a list of names and phone numbers of callers into the Rides System. These were called and administered a pre-questionnaire screener to determine if they had accessed via Rides the 511 telephone number. If so, they were administered the survey. Interviews lasted approximately 10 minutes.

Key Findings

Overall Satisfaction with 511 Service

The vast majority of respondents in 2004 reported that overall they were satisfied with the 511 service (70% ‘Very satisfied’, 22% ‘Somewhat satisfied’). In comparison to 2003 overall satisfaction with the 511 telephone service has improved. The proportion of users who are satisfied overall (‘Very satisfied’ or ‘Somewhat satisfied’) has remained fairly steady at 91 percent in 2003 and 92 percent in 2004. However, the proportion of respondents who indicated being ‘Very Satisfied’ with the 511 service has significantly increased from 62 percent in 2003 to 70 percent in 2004. 

Figure 1 Overall Satisfaction with 511 Service: 2003 vs. 2004
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* Differences are significant at p < 0.05

Overall Satisfaction by Mode

The results suggest that there is a significant association between travel mode and level of satisfaction with the 511 service. In addition, the highest proportion of satisfied respondents are found among those who indicated ‘Traffic’ as their mode of travel (73% ‘Very Satisfied’, 23% ‘Somewhat Satisfied’), followed by those who indicated ‘Carpool or Vanpool’ (63% ‘Very Satisfied’, 26% ‘Somewhat Satisfied’), and ‘Public Transportation’ (65% ‘Very Satisfied’, 21% ‘Somewhat Satisfied’). 

Table 1 Overall Satisfaction with 511 Service by Mode
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For users of the 511 service that indicate ‘Traffic’, ‘Public Transportation’ or ‘Carpool or Vanpool’ as their mode of travel, the proportion who are ‘Very Satisfied’ with the 511 service has increased significantly from 2003 to 2004. 

Table 2 Very/Somewhat Satisfied by Mode by Year
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* Differences are significant at p < 0.05

Satisfaction with 511 Features

On average, respondents were most satisfied with ‘The number of times you receive a busy signal’ (1.84, on a scale of -2 ‘Very Dissatisfied’ to +2 ‘Very Satisfied’). The feature that received the lowest satisfaction rating on average was ‘The system’s ability to understand your voice commands’ (1.40). On average, all features 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. In comparison with 2003 findings, average levels of satisfaction for each feature are not significantly different than those reported in 2004. 
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Figure 2 Overall Satisfaction with 511 Features: 2003 vs. 2004

Results suggest an association between travel mode and level of satisfaction with ‘Response time to Voice Commands’; ‘Overall Ease of Use of the 511 System’; ‘Systems’ Ability to Understand Voice Commands’; ‘Usefulness of the Information’ and ‘Types of Information Available’. 

Respondents within the ‘Traffic mode’ category are the most satisfied with each of the eight features tested. In comparing ‘Public Transportation’ and ‘Carpool/Vanpool’ subgroups, ‘Carpool/Vanpool’ callers are more likely to be satisfied with ‘Effort needed to learn to use the System’; ‘Accuracy of the Information’; ‘Usefulness of the Information’ and ‘Types of Information Available’ than ‘Public Transportation’ callers. In contrast, ‘Public Transportation’ users are more satisfied with ‘System’s Ability to Understand Voice Commands’ and ‘Number of Times Received a Busy Signal’. For more detailed results, reference the cross tabulations within the appendix of this report.

Top Reasons for Overall Satisfaction and Dissatisfaction

The top four reasons for user satisfaction are:

· ‘Getting the information they need’ (30%)

· ‘Easy to use’ (17%)

· ‘Accurate information’ (14%)

· ‘Quick’ (14%)

When compared with the responses offered to this question by users in the 2003 survey, it is clear that ‘Getting the information they need’ is still the most important driver of satisfaction though it is significantly less so in 2004 than in 2003 (30% versus 35%, respectively). ‘Easy to Use’, ‘Voice Activation’ and ‘Convenient’ were offered as reasons for satisfaction, but by significantly lower proportions of respondents than in 2003. ‘Accurate information’ is reported as a reason for satisfaction by a significantly higher proportion of respondents in 2004 in comparison with 2003 (14% vs. 9%). 
The top two reasons for user dissatisfaction are:

· ‘Could not get needed information’ (30%)

· ‘Navigation problems’ (16%)

In contrast to the 2003 survey, ‘Inaccurate/not specific enough’ information is significantly less often reported as a reason for dissatisfaction (8% vs. 22%).

Satisfaction with Traffic Features

On average, traffic mode respondents were most satisfied with ‘Traffic conditions feature’ (1.87). The feature that received the lowest satisfaction rating on average was ‘The Driving times feature’ (1.42). On average, all traffic features tested received an overall rating of at least +1, which means that overall respondents were at least ‘Somewhat satisfied’ with all the traffic features of the 511 system tested.

Over all of the traffic features tested, on average first time callers are more satisfied (1.82) than multiple times callers (1.54). There is no difference in the ranking of features in terms of level of satisfaction between first time and multiple times callers. 

Over all of the traffic features tested, ‘Average’ frequency users are the least satisfied (1.49). ‘Heavy’ users are most satisfied with ‘Traffic conditions feature’ (1.87), whereas both ‘Average’ and ‘Light’ frequency users are most satisfied with ‘Time required to obtain traffic conditions information’.

The vast majority (86%) of traffic mode callers reported that they are seeking traffic conditions information when they call 511.

Satisfaction with Public Transportation Features

‘Public Transportation’ mode respondents were most satisfied with: ‘Accuracy of public transportation information received’ (1.68). The feature that received the lowest satisfaction rating on average was ‘Hours of availability of transit service operators’ (1.26). On average, all public transportation features tested received an overall rating of at least +1, which means that overall respondents were at least ‘Somewhat satisfied’ with all the public transportation features of the 511 system tested.

Over all of the features tested, ‘Multiple Times’ callers are on average less satisfied (1.46) than first time callers (1.54). ‘First Time’ callers are most satisfied with ‘Transit agency operator knowledge (1.76) and least satisfied with ‘Menu options’ (1.24). In contrast, ‘Multiple Times’ callers are most satisfied with ‘Convenience of using 511’ (1.69) and least satisfied with ‘Hours of availability of transit service operators’ (1.02).

Satisfaction with Carpool and Vanpool Features

Forty two percent of respondents indicate that they are currently in a carpool or vanpool and over half (58%) indicate that they are not. On average ‘Carpool or Vanpool’ respondents were most satisfied with ‘The carpool or vanpool operator you spoke with’ (1.57). The feature that received the lowest satisfaction rating on average was ‘Time it takes to obtain a matchlist or other information’ (1.41). On average, all features received an overall rating of at least +1, which means that overall respondents were at least ‘Somewhat satisfied’ with all the carpool or vanpool features of the 511 system tested.

The top four types of information that callers to the ‘Carpool or Vanpool’ section of the 511 system are seeking are: 

· ‘General carpooling information’ (19%), 

· ‘Looking for carpool/vanpool partners’ (19%), 

· ‘Matchlist’ (16%)

· ‘Transit information’ (11%).

Satisfaction with Bicycling

Despite attempting to impose a quota to attain a cell size sufficient enough for meaningful analyses, the actual number of interviews completed within the ‘Bicycling’ subgroup was 15. Godbe Research cautions against generalizing the results of such a small subgroup since the margin of error is so high. Nonetheless, on a qualitative level, the results do suggest that that ‘Bicycle Mode’ callers to the system are satisfied overall with 511 and that this has not changed since 2003. 

First Time Calling 511

For fifty-seven percent of respondents this is their first time calling 511. Nineteen percent of respondents first called 511 within the past 3 months and the remaining callers called 511 at least four months ago (24%).

Figure 3 First Time Calling 511
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shows that first time callers to 511 are more likely to come from the’ 707’ or ‘209’ area codes (80% and 80%, respectively) and least likely to come from the ‘650’ area code 30%).

The results also show that ‘First Time’ callers to 511 are more likely to come from the 707 or 209 area codes (80% and 80%, respectively) and least likely to come from the 650 area code 30%).

Frequency of Use

Of those respondents who are not first time callers, twenty percent of respondents use the 511 service two to three days a week, 14 percent use it four to six days a week, and 21 percent of respondents state that they use the service at least once a day. Only 13 percent report using the service once a month or less. 

Figure 4 Detailed Frequency of Use

[image: image54.emf]2003 2004 2003 2004 2003 2004 2003 2004

Base 663 588 354 388 21 19 6 6

Very Satisfied 67.20%

72.90%

*

54.20%

65.10%

*

16.50%

63.4%

*

91.30% 80.00%

Somewhat Satisfied 27.80% 23.00% 28.30%

21.00%

*

34.70% 25.60% 8.70% 20.00%

Public Transportation Carpool or Vanpool Bicycling Traffic


Busy Signal

Over two-thirds (79%) of respondents who are not ‘First Time’ callers said that they have never heard a busy signal over the past 3 months. Eight percent said they heard a busy signal once, and 13 percent indicated having heard a busy little more than once over the past 3 months. 

Figure 5 Frequency of Busy Signal 
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‘Heavy’ users of the 511 system are more likely to report having heard a busy signal more than once (25%), in comparison to ‘Average’ (8%) and ‘Light’ users of the system up (8%). The results also suggest that there is a relationship between the number of times a respondent hears a busy signal and the level of satisfaction with ‘Number of times received a busy signal’. ‘Very satisfied’ respondents are much less likely to have heard a busy signal more than once (6.2%) in comparison with ‘Very dissatisfied’ respondents (84%).

Awareness of 511

The top three sources of information about 511:

· ‘Word of mouth’ (18%)

· ‘Freeway signs’ (16%)

· ‘Outdoor billboards’ (13%)

The least frequent responses to this question were that respondents heard about 511 from their ‘Employer’ (4%), ‘Phone book/yellow pages’(1%), ‘Onboard Bus/BART/AC transit, etc’ (2%), ‘Advertisements on Bus/BART/AC Transit etc (3%) and ‘Banners on City street poles (4%). 

Figure 6 First Heard about 511
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· ‘Traffic mode’ users of the 511 system reported first hearing about it from ‘Freeway signs’ (24%), ‘Word of mouth’ (17%) and ‘Radio ads’ (12%). 

· The ‘Public Transportation’ mode users reported first hearing about 511 via ‘Word of mouth’ (20%), ‘Old number/817-1717’ (11%), and ‘Internet web site’ (9%).  

· ‘Carpool or Vanpool’ users of 511 reported first hearing about the system via ‘Word of mouth (26%) and ‘Internet website’ (19%).

Improvements

Two-thirds of respondents (66%) could not identify anything that they thought was missing from the 511 service. Some specific things that a small proportion of respondents indicated were missing from the service include ‘More detailed information’ (5%), ‘More live operators/extended hours of service’ (4%), and ‘Expand coverage area’ (4%).

Likelihood of Calling 511 Again

In 2004 the vast majority of respondents (93%) said that there are ‘Very likely’ to call 511 again.  This is significantly higher than in 2003 when 87 percent of respondents said that they were ‘Very likely’ to call 511 again. 

Figure 7 Likelihood of Calling 511 Again
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* Differences are significant at p < 0.05

‘Traffic mode’ callers are the most likely to indicate that they are ‘Very likely’ to call 511 again (95%), whereas ‘Carpool or vanpool’ callers are the least likely to state that they are ‘Very likely’ to call 511 again (74%).

Demographics

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 over half of current users of 511 fall into the under $85,000 household income bracket or are within 30 to 49-year-old age range.

Conclusions and Recommendations

Based on the research objectives for this study and the findings of the analyses, Godbe Research is pleased to offer the following conclusions and recommendations.

Satisfaction with 511

The 2004 survey results suggest that overall levels of user satisfaction with the 511 service remain high. Seventy percent are very satisfied and 22 percent are somewhat satisfied with the service. In comparison with feedback on 511 obtained in the 2003 survey, the proportion of respondents who indicated being ‘Very Satisfied’ with the 511 service has significantly increased from 62 percent in 2003 to 70 percent in 2004. 

The highest proportion of satisfied respondents are found among those who indicated ‘Traffic’ mode callers (73% ‘Very Satisfied’, 23% ‘Somewhat Satisfied’), followed by ‘Carpool or Vanpool’ (63% ‘Very Satisfied’, 26% ‘Somewhat Satisfied’), and ‘Public Transportation’ (65% ‘Very Satisfied’, 21% ‘Somewhat Satisfied’) callers.

The average level of satisfaction over each of the specific features of the 511 service has not changed significantly since 2003. The results suggest that there is a significant association between travel mode and level of satisfaction with:

· ‘Response time to Voice Commands’;

· ‘Overall Ease of Use of the 511 System’; 

· ‘Systems’ Ability to Understand Voice Commands’

· ‘Usefulness of the Information’ and ‘Types of Information Available’. 

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 and Dissatisfaction

What drives overall satisfaction and dissatisfaction with the 511 service? The results show that the top three reasons for a rating of satisfied are:

· ‘Getting the information they need’ (30%)

· ‘Easy to use’ (17%)

· ‘Accurate information’ (14%)

· ‘Quick’ (14%)

More specific features were tested for ‘Traffic’, ‘Public Transportation’ and ‘Carpool/Vanpool’ callers. The features that contribute most to a rating of satisfaction are:

· For Public Transportation Mode callers: ‘Accuracy of public transportation information received’ (1.68).

· For Traffic Mode callers: ‘Traffic conditions feature’ (1.87).

· For Carpool/Vanpool Mode callers: ‘The carpool or vanpool operator you spoke with’ (1.57).

To the extent that MTC wishes to move up the overall satisfaction rating, the features that ranked lowest and that need improvement for the three modes tested are as follows:

· For Public Transportation Mode callers: ‘Hours of availability of transit service operators’ (1.26). 

· For Traffic Mode callers: ‘The Driving times feature’ (1.42).

· For Carpool/Vanpool Mode callers: ‘Time it takes to obtain a matchlist or other information’ (1.41).

Of these features, the ‘Driving times feature’ was only recently introduced prior to the survey being in the field so it is likely that a level of unfamiliarity with this feature and the initial limited coverage led to a lower level of satisfaction. It ought to be noted however, that the average rating of 1.42 indicates that respondents were at least ‘Somewhat satisfied’ with this feature. 

It is also important to keep in mind that the costs of changes/improvements to the overall information system required to improve any given feature may vastly outweigh the benefit in terms of increased user satisfaction.

Change in Behavior

Similar to 2003, of the ‘Multiple Times’ callers surveyed over one-third (36%) said that they had changed their travel plans as a result of the information they obtained from 511. We recommend that these individuals be targeted for qualitative research (e.g. focus groups, one-on one interviews) to ascertain precisely what types of behavioral changes have been influenced by 511. A qualitative study will provide us with some hypotheses that can then be tested in the next 511 satisfaction survey.

Getting the information that you need

Since the perception of ‘getting information that you need’ was found in both the 2003 and 2004 surveys to be 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. 
Bicycling Mode

Given the very small proportion of ‘Bicycle’ Mode callers within the 511 Universe and given our experience in both the 2003 and 2004 surveys, a telephone survey of this nature is not likely to provide sufficient cell size to be able to generalize opinions of the ‘Bicycling’ Mode category. We would recommend that in order to ascertain this groups opinions that MTC begin to build a database of names of ‘Bicycling’ users via a touch points that MTC has with customers (e.g. phone, web, promotional material) and tap this database when conducting the next 511 satisfaction survey.

User Profile

The profile of current users of the 511 system suggests that most are in the North Bay. We recommend that the greater promotion of the system be carried out in the Southern Counties of the Bay Area.

Methodology

Research Objectives

At the outset of this project, the Metropolitan Transportation Commission and Godbe Research identified several research objectives. The goals of this study were: (1) to provide general information to the Metropolitan Transportation Commission (MTC) on customer satisfaction for use in improving the 511 system (2) to further investigate satisfaction by assessing the unique attributes of each travel mode and (3) to track progress since 2003 by comparing data obtained in the 2003 and the 2004 satisfaction surveys. More specifically, the Metropolitan Transportation Commission is interested in using the research to:
· Measure the satisfaction of 511 end-users

· Determine critical performance attributes and issues that will improve the system’s value by providing information to MTC and the 511 contractor about corrective actions

· Test modal specific satisfaction issues

· Facilitate the assessment of progress over time by tracking data from questions established in the 2003 survey. 

Sample & Data Collection Strategy

Choosing the appropriate sampling design for a study is a careful process that involves detailed consideration of the research objectives. The nature of the present study provided unique challenges to this process. The primary goal was to ascertain satisfaction with 511 among end users of the system. 

As we had discussed in the methodology for the 2003 survey, practical limitations impact our sampling methodology. Our preferred sampling methodology was to use the actual database of phone numbers that have called in the 511 system in order to administer a Random Digit Dial survey
. The main limitation with this strategy lay in the fact that some are caller ID blocked. Nonetheless, this method is the most ideal, since we would then have been able to identify a random sample of Unique ANI’s, administer a telephone survey and ensure that the final sample is representative of our population of interest. In reality however, this methodology is not an option due to substantial privacy concerns and MTC’s sensitivity to customer intrusiveness. 

A second methodology that we considered was to administer the survey invitation to every nth caller to the 511 telephone system in order to achieve a proxy for a true random sample. Technically, however the current version of the system does not have a feature that allows us to pursue this option. Further, we are not able to estimate the non-response and self-selection bias inherent in this approach.

Given that we were unable to pursue either of the two methodologies that are most preferable and since 1019 interviews were completed in a timely and cost effective manner for the 2003 Satisfaction Survey, we retained the same approach for the 2004 telephone survey phase. 

The definition of the Universe employed in this survey is all individuals who have used the 511 service between April 1, 2003 and March 31, 2004. 

The aggregated system information indicates that there have been 507,440 unique phone numbers that have called into the 511 system between April 1, 2003 and March 31st 2004. In addition, of these 507,440 phone numbers 56.81% called the 511 service only one time, and 43.18% called the 511 service two or more times.
All callers to the 511 service were intercepted with an automated request to participate in the survey, then transferred to a live operator who administered the surveyed interview. In order to increase the likelihood of Rideshare users of the 511 telephone system participating in the survey, Rides provided Godbe Research with a list of names and phone numbers of callers into the Rides System. These were called and administered a pre-questionnaire screener to determine if they had accessed via Rides the 511 telephone number. If so, they were administered the survey. More specifically, the 511 survey was implemented as follows:

· The caller calls into the 511 system. The system floodgate, right before the main menu, includes a message inviting participation in the survey after the 511 session and advises the caller to listen for a second message at the end of the call.
· The caller then hears the main menu and goes through 511 as normal. 
· After the caller has heard the traffic information, the second message invites the caller to participate in the survey. If the caller says ‘yes’, the call is transferred to a call center where a live operator either administers the survey or gets a name and callback number to administer the survey at a later time. If the caller says ‘no’, the system picks up the 511 session where it left off. 
· The survey is designed to ensure that only those callers who have used the system at least once are administered the questions.
· Once the survey session is completed the caller is thanked and the call is terminated or transferred back to 511, depending on what the caller requests. 
· The request for participation message was heard by callers to the 511 system from 7am - 7pm Monday to Friday during the data collection phase of the study. Table 3 Survey Automated Messages presents the automated messages that the caller to 511 heard, and the messages used at the call center in the event that all operators were busy or that the caller got transferred after hours. 

Table 3 Survey Automated Messages

	Message Title
	Message Text

	Initial Greeting
	We’d like your feedback to help improve 511. You will receive a free, 511 tote bag or mug for taking our survey. Please listen for a message later on in the call asking you to participate. 

	After Caller Session
	We are conducting a 10 minute telephone survey. You will receive a free, 511 tote bag or mug if you participate. If you say ‘yes’, you will be transferred to an operator, where you can take the survey now or leave your name and number for us to call you back at a more convenient time. Do you want to participate?

	Call Center Busy
	Thank you for your interest in participating in this survey. Due to the interest in this survey and high volume of calls we cannot take your call at this time. However, if you leave your name, number and a convenient time we will call you back. If you would like to be transferred back to 511 please press 9.

	After Hours
	Thank you for your interest in participating in this survey. Right now our survey center is closed and will reopen to take your calls at 7am tomorrow morning. If you would like to leave your name, number and the best time to reach you we will be happy to call you back. Otherwise, you can try again the next time you use our 511 services. Please press 9 at any time to be transferred back to the automated 511 system.




Quotas and Weighting

In order to allow overall statistical validity at the 95% level and sufficient cell size to analyze the survey data by mode we conducted at least 1000 telephone interviews. In addition, our experience with the 2003 survey provided us with cell sizes for each of the different modes that closely resembled the actual breakdown by mode within the Universe. However, since both ‘Bicycling’ and ‘Rideshare’ (Carpool or Vanpool) categories are less than 2% of the Universe, this means that little meaningful analysis would be conducted within these modes if we did not over sample these categories. As a result, our target was to collect 400 traffic, 400 transit, 100 rideshare and 100 bicycling interviews. Due to the very small Universes of both Rideshare and Bicycling users of the 511 system, the practicalities of this study meant that we did not achieve our targets for these sub-groups. However, we did obtain 67 completed interviews within the Rideshare category, which allows us to generalize to the overall population of interest. 

Because it is important that the final sample is representative of the population of interest, the final data set was weighted on both mode and first time versus multiple times callers. 

Methodology Overview

Table 4 briefly outlines the methodology used in this project. Callers to the 511 service were intercepted with an automated request to participate in a survey, and then transferred to a live operator where the survey was administered. One thousand and one users of the 511 service completed the survey interview. Interviews were conducted from May 21, 2004 through June 10, 2004, and each interview typically lasted 9-10 minutes.

Table 4 Methodology

	Technique
	Telephone Interviewing, Inbound Calls

	Interview Length
	9-10 minutes

	Universe
	Unique phone numbers that have accessed 511 between April 1st, 2003 through March 31, 2004.

	Field Dates
	May 21 and June 10, 2004

	Sample Size
	1001


Subgroup Labels

The following subgroup labels are used in the report and crosstabulation tables:

	Category


	Groupings



	Travel Mode


	Respondents were grouped according to the primary type of information they were inquiring about: ‘Traffic’, ‘Public Tran​sit’, ‘Carpool or Vanpool’, ‘Bicycle’, ‘Other’.

	First Time/Multiple Times Callers
	Respondents were grouped based on whether or not they were first time or multiple time users of the 511 service: ‘First Time’, ‘Multiple Times’. 

	Change of Travel Plan
	Respondents were classified based on whether or not the information they received from 511 influenced them to change their travel plans: ‘Yes’, ‘No’. 

	Likelihood of Calling 511 Again
	Respondents were grouped according to how likely they were to call the 511 service again: ‘Very Likely’, ‘Somewhat Likely’, ‘Somewhat Unlikely’, ‘Very Unlikely’.

	Satisfaction with 511 
	Respondents were grouped based on what their level of sat​isfaction with the 511 service: ‘Very Satisfied’, ‘Somewhat satisfied’, ‘Somewhat dissatisfied’, ‘Very dissatisfied’.

	Frequency of Use
	Respondents were also grouped by: ‘Heavy’ = (‘More than once per day’ + ‘Every day’), ‘Average’ = (‘4-6 days a week’ + ‘2-3 days a week’ + ‘Once a week’), ‘Light’ = (‘2 -3 times a month’ + ‘Once a month’ + ‘Less than once a month’). 

	Area Code
	Respondents were grouped based on how the area code of the telephone that they used to call 511 the day they responded to the request to participate in the survey: ‘415’, ‘510’, ‘650’, ‘707’, ‘925’, ‘408’, ‘209’. 

	Age
	Respondents were grouped based on their age range: ‘Under 18 years old’, ‘18 to 29 years’, ‘30 to 49 years’, ‘50 to 59 years’, ‘60+ years’. 

	Household Income
	Respondents were grouped based on their reported house​hold income range: ‘$20K to $45K’, ‘$45K to $65K’, ‘$65K to $85K’, ‘$85K to $100K’, ‘$100K to $150K’,  ‘$150K or more’. 

	Primary Transportation Mode


	Respondents were grouped based on whether their primary mode of transportation was: ‘Drive alone’, ‘Commercial auto’, ‘Public transportation’, ‘Other’.

	Gender
	Respondents were grouped based on their gender: ‘Male’, ‘Female’. 

	County
	Respondents were grouped based on which of the nine Bay Area Counties they reside in.


Question Labels

In the report, some questions have been shortened to question labels in the figures and tables. For the full question wording, readers are advised to consult the questionnaire in Appendix A.
Randomization of Questions

To avoid a position bias (where the order in which a series of questions is asked systematically influences the answers to some of the questions) the series of items in Questions 10,11,14 and 17 were randomized so that all respondents were not consistently asked the questions in the same order.
Understanding the ‘Margin of Error’

Because a survey only interviews a limited number of people who are part of a larger population group, by mere chance alone there will almost always be some difference between a sample and the population from which it was drawn. For example, researchers might collect information from 400 adults in a city of 25,000 people. Because not all people in the population were surveyed, there are bound to be differences between the results obtained from interviewing the sample respondents and the results that would be obtained if all people in the population were interviewed. These differences are known as ‘sampling error’, and they can be expected to occur regardless of how scientifically the sample has been selected. The advantage of using a scientifically drawn probability sample, however, is that the maximum amount of sampling error can be estimated with a specified degree of confidence. Sampling error is determined by four factors: the size of the population, the chosen sample size, a confidence interval and the dispersion of responses to a survey. Of the four factors, sample size is the most influential variable.

Table 5 Guide to Statistical Significance
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Table 6 shows the possible sampling variation that applies to a percentage result reported from a probability type sample. The table shows that if a sample of 1001 respondents is randomly drawn from all 507,440 unique phone numbers that have dialed into the 511 system between April 1st 2003 and May 31st 2004, one can be 95 percent confident that the margin of error due to sampling will not vary by more than the indicated number of percentage points from the result that would have been obtained if the interviews had been conducted with all people in the universe represented in the sample.

As the table indicates, the maximum margin of error for all aggregate responses is between 1.86 and 3.09 percent for this a sample of 1001. This means that for a given question with dichotomous response options answered by all 1001 respondents, one can be 95 percent confident that the difference between the percentage breakdowns of the sample population and those of the total population is no greater than 3.09 percent. The percent margin of error applies to both sides of the answer, so that for a question in which 50 percent of respondents said ‘yes’, one can be 95 percent confident that the actual percent of the population that would say ‘yes’ is between 53.09 percent and 46.91 percent.

The actual margin of error for a given question in this survey depends on the distribution of the responses to the question. The 3.06 percent number refers to questions, such as a ‘yes’ or ‘no’ question, where opinions are evenly split in the sample with 50 percent of respondents saying yes and 50 percent saying no. If that same question were to receive a response in which 10 percent of respondents say yes and 90 percent say no, then the margin of error would be no greater than 1.86 percent. As the number of respondents in a particular subgroup (e.g., gender or age) is smaller than the number of total respondents, the margin of error associated with estimating a given subgroup’s responses will be higher.

Chi Squared Significance Testing

Throughout the report, cross tabulations by mode show Chi Squared significance testing below the table. The Chi Squared test looks at difference between the overall distribution of answers compared to the distribution of each subgroup within that table. The test takes into account the degrees of freedom and outputs the highest level of confidence for either a ‘significant relationship’ or ‘no significant relationship’. Table 6 shows the portion of the possible outcomes from 10 to 100 degrees of freedom and 75 percent to 99 percent confidence levels for a significant relationship. 

Table 6 Chi Squared Significance Table
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As an example, if the Chi Squared value was 40 and the degrees of freedom was 30, we could say there is a significant relationship at the 10 percent level (100% - 10% = 90 percent). A significant relationship is one where the distribution of answers you observed in each category is significantly different from what you would expect. The lack of a significant relationship tells the observer that the distribution of answers from each category within the table does not vary dramatically (is similar to) the overall distribution. In order to accept the chi-square test results, no more than 20% of the categories should have expected frequencies of less than 5. As a result, those by mode tables in the report with no indication of a chi-square test are due to the fact that this condition was not met.

How to Read a Crosstabulation Table

The questions discussed and analyzed in this report comprise a subset of the various crosstabulation tables available for each question. Only those subgroups that are of particular interest or that illustrate a particular insight are included in the discussion on the following pages. In addition, it should be noted that only those subgroups of 25 or greater number of respondents are discussed in the report. Should readers wish to conduct a closer analysis of subgroups for a given question, the complete breakdowns appear in Appendix B. These crosstabulation tables provide detailed information on the responses to each question by all demographic groups that were assessed in the survey. A typical crosstabulation table is shown in Table 7.

A short description of the item appears at the top of the table. The sample size (in this example, n=1001 is presented in the first row and in the first column of data under ‘Overall’. The results to each possible answer choice of all respondents are also presented in the first column of data under ‘Overall’. The aggregate number of respondents in each answer category is presented as a whole number, and the percentage of the entire sample this number represents is just below the whole number. For example, among all respondents, 698 respondents indicated that they were very satisfied with the 511 system and 698 represents 69.8% of the total sample size of 1001. Next to the ‘Overall’ column are other columns representing responses from participants divided into first time user or multiple times user categories. The data from these columns are read in exactly the same fashion as the data in the ‘Overall’ column, although each group makes up a smaller percentage of the entire sample. 

Table 7 Sample Cross Tabulations Table
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Understanding a ‘Mean’

In addition to analysis of response percentages, some results will be discussed with respect to a descriptive ‘mean.’ ‘Means’ can be thought of as ‘averages.’ To derive a mean that represents how satisfied respondents are with different features of the 511 system (Question 10) for example, a number value is first assigned to each response category (e.g., ‘Very Satisfied’ = +2, ‘Somewhat Satisfied’ = +1, and ‘Somewhat Dissatisfied’ = -1, ‘Very Dissatisfied’ = -2). Each respondent’s answer is then assigned the corresponding number (from -2 to +2 in this example). Finally, all respondents’ answers are averaged to produce a final number that reflects average level of agreement with each statement. Respondents offering ‘don’t know’ or ‘no answer’ responses are excluded from the analysis. The resulting mean conveniently expresses the results of scale items (e.g. Question 10) in a single numeric figure and makes interpretation of the data considerably easier. Means always adhere to the scale used for the question (see Table 8

REF X27277_TableTitle_T \n  \* MERGEFORMAT  below) and can be interpreted accordingly. 

Table 8 Means Question and Corresponding Scale

	Question
	Measure
	Scale
	Values

	10
	Satisfaction with features of the 511 System
	-2 to +2
	- 2  = Very Dissatisfied

- 1  = Somewhat Dissatisfied

+1 = Somewhat Satisfied

+2 = Very Satisfied

	11
	Satisfaction with public transportation features of the 511 System
	-2 to +2
	- 2  = Very Dissatisfied

- 1  = Somewhat Dissatisfied

+1 = Somewhat Satisfied

+2 = Very Satisfied

	14
	Satisfaction with traffic features of the 511 System
	-2 to +2
	- 2  = Very Dissatisfied

- 1  = Somewhat Dissatisfied

+1 = Somewhat Satisfied

+2 = Very Satisfied

	17
	Satisfaction with carpool/vanpool features of the 511 System
	-2 to +2
	- 2  = Very Dissatisfied

- 1  = Somewhat Dissatisfied

+1 = Somewhat Satisfied

+2 = Very Satisfied


How to Read a ‘Means’ Table

Only those subgroups that are of particular interest or that illustrate a particular insight are included in the discussion on the following pages with regard to mean scores. Should readers wish to conduct a closer analysis of subgroups for a given question, the complete breakdowns displaying the means for Questions 10,11,14 and 17 appear in Appendix B. These crosstabulation tables provide detailed information on the mean responses to this question by many of the demographic groups that were assessed in the survey. A typical crosstabulation table displaying mean scores is show in Table 9.

The aggregate mean score for each statement in the question series is presented in the first column of data under ‘Overall’. For example, among respondents overall, the feature of 511 ‘The number of times you receive a busy signal’ was assigned a mean score of 1.84. The relative ranking of this statement reveals that it was the statement that received the highest level of satisfaction on average over all of those asked this question. In addition, the -2 to +2 scale used for Question 10 (see Table 8 REF X27277_TableTitle_T \n  \* MERGEFORMAT ) indicates that, on average, respondents were more than ‘Somewhat Satisfied’ (+1 = ‘Somewhat Satisfied’ as shown in Table 9

REF X27277_TableTitle_T \n  \* MERGEFORMAT ) with this statement. Next to the ‘Overall’ column are other columns representing the mean scores assigned by respondents grouped by their overall level of satisfaction with the 511 service. The data from these columns are read in the same fashion as the data in the ‘Overall’ column. 

In addition, the first row in the table, labeled ‘Base’, displays the mean score across all of the statements presented in the table for each subgroup. For example, the ‘Overall’ mean score across all seven statements displayed in Table 9

REF X29198_TableTitle_T \n  \* MERGEFORMAT  is 1.65. Without examining the specific mean for each item, the ‘Base’ score gives the reader an idea of a subgroup’s average rating across all items in the table. Thus, looking across ‘Base’ scores we see that ‘Traffic mode’ respondents assigned higher scores, on average than respondents among the remaining three modes. 

Table 9 Sample Crosstabulation Means Table
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Open Ended Questions

Open ended questions are asked of respondents without providing them specific answers from which to choose. For this type of question, respondents are able to mention any issue, topic, or general response relevant to the question without being constrained by a limited number of options. After data collection was completed, Godbe Research examined the verbatim responses that were recorded and created categories to best represent the responses cited by participants in this survey. 
Skip Patterns

Skip patterns are often used in survey research in order to gather the most detailed responses possible and to provide a dynamic experience for respondents. Specifically a skip pattern involves asking certain subsequent questions based on respondents’ answers to previous questions. 
A Note on the Tables

To present the data in the most accurate fashion, we display the results to the first decimal point in the tables and figures. For the purposes of discussion, however, conventional round​ing rules are applied, with numbers that include 0.5 or higher rounded to the next highest whole number and numbers that include 0.4 or lower rounded to the next lowest whole number. Because of this rounding, the reader may notice that percentages in the discussion may not sum to 100 percent. Moreover, the decimal numbers shown in pie charts may vary somewhat from the decimal numbers shown in the tables due to software requirements that pie charts sum to exactly 100 percent. These disparities are confined to the first decimal place.

Travel Mode

Q1.
What was the primary type of information you were looking for when you last called 511? 

Q5. What was the primary type of information you were looking for when you called 511 today?

All respondents were asked what the primary type of information was that they were looking for when they called 511 (Questions 1 and 5). Later in the report we explore any differences in the callers’ experiences and opinions based on what mode of travel information they chose which we assume is reflective of their preferred travel mode. 

Figure 8 shows that in 2004, 59 percent of respondent’s mode of travel is ‘Traffic’. Thirty nine percent of respondents indicated their mode to be ‘Public Transportation’, one percent ‘Carpool or Vanpool’ and one percent ‘Bicycling’ (all three of which are statistically no different from responses to the 2003 survey). This breakdown differs somewhat from the 2003 survey, because the data was weighted to reflect the modal breakdown within the 2004 Universe, as discussed in the methodology section of this report.

Figure 8 Travel Mode
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Overall Satisfaction

Q7. Thinking about your experience with the 511 service OVERALL would you say that you are satisfied, or dissatisfied with the service?

All respondents to this survey were asked in Question 7 whether they were satisfied or dissatisfied with the 511 service overall. 
As presented in Figure 9

REF X48650_Figure_Figur \n  \* MERGEFORMAT , the vast majority of respondents in 2004 reported that overall they were satisfied with the 511 service (70% ‘Very satisfied’, 22% ‘Somewhat satisfied’). Only seven percent of respondents stated that they were dissatisfied with the service (3% ‘Very dissatisfied, 4% ‘Somewhat dissatisfied’).

In comparison to 2003 overall satisfaction with the 511 telephone service has improved. The proportion of users who are satisfied overall (‘Very satisfied’ or ‘Somewhat satisfied’) has remained fairly steady at 91 percent in 2003 and 92 percent in 2004. However, the proportion of respondents who indicated being ‘Very Satisfied’ with the 511 service has significantly increased from 62 percent in 2003 to 70 percent in 2004. 
Figure 9 Overall Satisfaction with 511 Service: 2003 vs. 2004

[image: image9.emf]0.3%

0.6%

3.6%

3.1%

5.6%

4.2%

28.3%

22.3%

*

62.2%

69.8%

*

0% 10% 20% 30% 40% 50% 60% 70%

DK/NA

Very dissatisfied

Somewhat

dissatisfied

Somewhat

satisfied

Very satisfied

2003 2004



* Differences are significant at p < 0.05

Table 10 presents overall satisfaction with the 511 service by Mode. There is a significant association between travel mode and level of satisfaction with the 511 service. In addition, the highest proportion of satisfied respondents are found among those who indicated ‘Traffic’ as their mode of travel (73% ‘Very Satisfied’, 23% ‘Somewhat Satisfied’), followed by those who indicated ‘Carpool or Vanpool’ (63% ‘Very Satisfied’, 26% ‘Somewhat Satisfied’), and ‘Public Transportation’ (65% ‘Very Satisfied’, 21% ‘Somewhat Satisfied’). Due to the high margin of error, we caution against generalizing the results of the ‘Bicycling’ category.

Please note, that the subgroup sizes presented in Table 10 reflect data that has been weighted by mode and by first time versus multiple times user, as described in the methodology section. The actual number of completed interviews within the ‘Carpool or Vanpool’ and the ‘Bicycling’ categories are 67 and 15, respectively. Weighting the data by mode does not affect the distribution of responses that we see within each modal category, it only affects the distribution of responses seen within the overall category. As a result, the distribution of satisfaction scores, for example within ‘Carpool or vanpool’ is the same whether the data is weighted by mode or not. Since the actual number of interviews completed within the ‘Carpool or Vanpool’ subgroup is 67, Godbe is confident in generalizing the results of this subgroup to the overall 511 user universe. 

Table 10 Overall Satisfaction with 511 Service by Mode
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Chi Square value= 40.432086


Degrees of Freedom= 16


There is evidence of a relationship, significant at the 1% level

Table 11 presents a nested table that compares the responses to ‘Very Satisfied’ and ‘Somewhat Satisfied’ by mode by year. This analysis shows that for users of the 511 service that indicate ‘Traffic’, ‘Public Transportation’ or ‘Carpool or Vanpool’ as their mode of travel, the proportion who are ‘Very Satisfied’ with the 511 service has increased significantly from 2003 to 2004. The greatest increase is seen among the ‘Carpool or Vanpool’ subgroup. It is important to note that in the 2003 study we did not impose quotas and therefore the sample size for the ‘Carpool or Vanpool’ segment was too small to generalize. In the 2004 study we imposed quotas in order to ensure a large enough sample size for the ‘Carpool or Vanpool’ group. It is likely that the level of satisfaction reported in the 2004 study is a more accurate representation of the opinions of ‘Carpool or Vanpool’ mode users of the 511 service and we suggest that for this group, MTC uses the 2004 statistic as the baseline for assessing changes in satisfaction levels on an ongoing basis.

Table 11 Very/Somewhat Satisfied by Mode by Year
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*Differences are significant at p < 0.05

Table 12 presents overall satisfaction with the 511 service by ‘First Time’ and ‘Multiple Times’ callers to the 511 system. The results suggest that among respondents to this survey, whether the caller is a ‘First Time’ user or has used the service ‘Multiple Times’ has no substantial influence upon whether the caller is satisfied or dissatisfied with the service. Among both ‘First Time’ and ‘Multiple Times’ callers the proportion of satisfied callers is 90 percent and 95 percent, respectively.

Table 12 Overall Satisfaction with 511 Service by First vs. Multiple Times Callers
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Figure 10 presents responses to the overall satisfaction question among ‘First Time’ callers only, and compares the responses obtained in the current 2004 with those reported in the 2003 survey of 511 users. As illustrated, the proportion of ‘Very satisfied’ ‘First Time’ users has increased significantly from 63 percent to 70 percent. 

Figure 10 Overall Satisfaction Ratings Among First Time Callers Only: 2003 vs. 2004
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* Differences are significant at p < 0.05

Table 13 presents overall satisfaction by frequency of use categories (Heavy/Average/Light). These categories were created from the answers to Question 2 of the survey and the combinations used are as follows: ‘Heavy’ = (‘More than once per day’ + ‘Every day’), ‘Average’ = (‘4-6 days a week’ + ‘2-3 days a week’ + ‘Once a week’), ‘Light’ = (‘2 -3 times a month’ + ‘Once a month’ + ‘Less than once a month’). Question 2 was asked only of those respondents who indicated that they were not first time callers to the 511 telephone service. Similar to the results obtained from the 2003 survey, these results suggest that there is no association between the frequency of use and level of satisfaction with the 511 service. Among ‘Heavy’, ‘Average’ and ‘Light’ users of 511, 96 percent, 96 percent and 93 percent, respectively indicate being satisfied overall with the service.

Table 13 Overall Satisfaction with 511 Service by Frequency of Use
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Q8. In general why did you give the 511 service an overall rating of satisfied?

Those respondents who indicated that they were satisfied with the 511 service in Question 7 were asked in Question 8 why they gave it an overall rating of satisfied. Figure 11 presents their responses. It shows that ‘Getting the information they need’ (30%); ‘Easy to use’ (17%); ‘Accurate information’ (14%) and ‘Quick’ (14%) are the top four reasons for user satisfaction. When compared with the responses offered to this question by users in the 2003 survey, it is clear that ‘Getting the information they need’ is still the most important driver of satisfaction though it is significantly less so in 2004 than in 2003 (30% versus 35%, respectively). ‘Easy to Use’, ‘ Voice Activation’ and ‘Convenient’ were offered as reasons for satisfaction, but by significantly lower proportions of respondents than in 2003. ‘Accurate information’ is reported as a reason for satisfaction by a significantly higher proportion of respondents in 2004 in comparison with 2003 (14% vs. 9%). Respondents were able to give multiple responses to this question, therefore the sum of the percentages shown are greater than 100 percent.

Figure 11 Reasons for Satisfaction: 2003 vs. 2004 
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* Differences are significant at p < 0.05

Table 14 presents the reasons why respondents have given the 511 service an overall satisfaction rating by mode. This shows that ‘Getting the information they need’ ‘Accurate information’, ‘Quick’ and  ‘Easy to use’ are the top four reasons offered for being satisfied with 511 by traffic mode callers. Public transportation callers report being most satisfied by ‘Getting the information they need’, ‘Quick’ and  ‘Easy to use’. However ‘Accurate information’ does not rate highly as a reason for satisfaction among the public transportation callers. Among Carpool/Vanpool mode callers ‘Get information needed’ and ‘Operators are nice/courteous’ are the top two reasons reported for a positive satisfaction rating. Respondents were able to give multiple responses to this question, therefore the sum of the percentages shown are greater than 100 percent.

Table 14 Reasons for Satisfaction by Mode
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Q9. In general why did you give the 511 service an overall rating of dissatisfied?

Respondents who indicated in Question 7 that they were dissatisfied with the 511 service, were asked in Question 9 to provide reasons for their dissatisfaction rating. Figure 12 presents their responses and compares them with the response to the same question in the 2003 survey. It shows that ‘Could not get needed information’ (30%) and ‘Navigation problems’ (16%) were the top two reasons for dissatisfaction reported in the 2004 survey. In contrast to the 2003 survey, ‘Inaccurate/not specific enough’ information is significantly less often reported as a reason for dissatisfaction (8% vs. 22%).

Figure 12 Reasons for Dissatisfaction: 2003 vs. 2004
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* Differences are significant at p < 0.05

Table 15 presents the reasons for dissatisfaction by mode. It shows that ‘Could not get information needed’ (69%) and ‘Inaccurate/not specific enough’ (17%) are the top two reasons for dissatisfaction among ‘Traffic mode’ callers. In contrast, among ‘Public Transportation’ callers ‘Navigation Problems’ (24%) and ‘Could not get information needed’ (13%) are the top reasons for dissatisfaction.

Table 15 Reasons for Dissatisfaction by Mode
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Satisfaction with 511 Features

Q10. Please think about your experience using the 511 system.  I am going to describe a number of different features of the system, and I would like you to tell me if you are satisfied or dissatisfied with each one. 

All respondents were provided with a list of features of the 511 system in Question 10 and asked to rate their satisfaction with each of these 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 13 presents the mean score for each feature for 2004 and compares it to that obtained from the same question in the 2003 survey. It shows that on average respondents were most satisfied with ‘The number of times you receive a busy signal’ (1.84). The feature that received the lowest satisfaction rating on average was ‘The system’s ability to understand your voice commands’ (1.40). 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. In comparison with 2003 findings, the average level of satisfaction for each feature are not significantly different than that reported in 2004. 

Figure 13 Satisfaction with 511 Features: 2003 vs.2004


Table 16 through Table 23 presents the satisfaction levels indicated by respondents for each of the features of the 511 system by Travel mode. Chi-square tests reveal that there is evidence of an association between travel mode and level of satisfaction with ‘Response time to Voice Commands’; ‘Overall Ease of Use of the 511 System’; ‘Systems’ Ability to Understand Voice Commands’; ‘Usefulness of the Information’ and ‘Types of Information Available’. 

Respondents within the ‘Traffic mode’ category are the most satisfied with each of the eight features tested. In comparing ‘Public Transportation’ and ‘Carpool/Vanpool’ subgroups, ‘Carpool/Vanpool’ callers are more likely to be satisfied with ‘Effort needed to learn to use the System’; ‘Accuracy of the Information’; ‘Usefulness of the Information’ and ‘Types of Information Available’ than ‘Public Transportation’ callers. In contrast, ‘Public Transportation’ users are more satisfied with ‘Systems Ability to Understand Voice Commands’ and ‘Number of Times Received a Busy Signal’.

Please note for each of the tables (16 through 23) the subgroup sizes presented reflect data that has been weighted by mode and by first time versus multiple times user, as described in the methodology section. The actual number of completed interviews within the ‘Carpool or Vanpool’ and the ‘Bicycling’ categories are 67 and 15, respectively. Weighting the data by mode does not affect the distribution of responses that we see within each modal category, it only affects the distribution of responses seen within the overall category. As a result, the distribution of satisfaction scores, for example within ‘Carpool or vanpool’ is the same whether the data is weighted by mode or not. Since the actual number of interviews completed within the ‘Carpool or Vanpool’ subgroup is 67, Godbe is confident in generalizing the results of this subgroup to the overall 511 user universe.

Table 16 Satisfaction with Response time of 511 System to Voice Commands by Mode
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Chi Square value= 75.430095


Degrees of Freedom= 16


There is evidence of a relationship, significant at the 1% level

Table 17 Satisfaction with Overall Ease of Use of the 511 System by Mode
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Chi Square value= 50.003389


Degrees of Freedom= 16


There is evidence of a relationship, significant at the 1% level

Table 18 Satisfaction with the Effort Needed to Learn to Use the System by Mode
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Chi Square value= 59.930633


Degrees of Freedom= 16


There is evidence of a relationship, significant at the 1% level

Table 19 Satisfaction with System’s Ability to Understand Voice Commands by Mode
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Chi Square value= 82.752398


Degrees of Freedom= 16


There is evidence of a relationship, significant at the 1% level

Table 20 Satisfaction with Accuracy of the Information by Mode
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Chi Square value= 13.102857


Degrees of Freedom= 16


The test is inconclusive at the 10% level

Table 21 Satisfaction with the Usefulness of the Information by Mode
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Chi Square value= 53.268932


Degrees of Freedom= 16


There is evidence of a relationship, significant at the 1% level

Table 22 Satisfaction with the Types of Information Available by Mode
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Chi Square value= 56.877979


Degrees of Freedom= 16


There is evidence of a relationship, significant at the 1% level

Table 23 Satisfaction with Number of Times Received Busy Signal by Mode
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Chi Square value= 20.145327


Degrees of Freedom= 16


The test is inconclusive at the 10% level

Table 24 presents the mean score for the level of satisfaction for each of the 511 features by mode. It allows the reader to see at a glance which features rate highest within each travel mode category user. 

Table 24 Satisfaction with 511 Features by Mode (Mean Scores)
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Public Transportation Callers

Q11. Now I am going to describe a number of different features of the public transportation section of the 511 system, and I would like you to tell me if you’re satisfied or dissatisfied with each one. 

Only those respondents who indicated in Question 2 or Question 5 that they primarily seek public transportation information were asked Question 11. They were provided with a list of features of the public transportation section of the 511 system 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 14 presents the mean score for each feature. It shows that on average ‘Public Transportation’ mode respondents were most satisfied with ‘Accuracy of public transportation information received’ (1.68). The feature that received the lowest satisfaction rating on average was ‘Hours of availability of transit service operators’ (1.26). On average, all features received an overall rating of at least +1, which means that overall public transportation respondents were at least ‘Somewhat satisfied’ with all of the public transportation specific the features of the 511 system tested.

Figure 14 Satisfaction with Features of the Public Transportation Section
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Table 25 presents the mean score for the level of satisfaction for each of the public transportation 511 features by ‘First Time’ versus ‘Multiple Times’ callers. It shows that over all of the features tested, ‘Multiple Times’ callers were on average less satisfied (1.46) than first time callers (1.54). ‘First Time’ callers are most satisfied with ‘Transit agency operator knowledge (1.76) and least satisfied with ‘Menu options’ (1.24). In contrast, ‘Multiple Times’ callers are most satisfied with ‘Convenience of using 511’ (1.69) and least satisfied with ‘Hours of availability of transit service operators’ (1.02).

Table 25 Satisfaction with Features of the Public Transportation Section by First Time vs Multiple Times Callers
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Q12. What were you expecting when you first called 511 for public transportation information?  

Question 12 presents only those public transportation mode respondents with an open-ended question that asks what they were expecting when they first called 511. Figure 15 presents their responses. It shows that about one third of public transportation respondents expected a live operator when they first called 511. A further 16 percent expected an automated system, whereas 14 percent expected a mixture of live operator and automated information (Hybrid). Twelve percent of respondents said that they had no expectations when they first called into 511.

Figure 15 Expectations for Public Transportation Section of 511 Service
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Traffic Callers

Q14. Thinking further about your experience using the 511 system to obtain traffic information. I am going to describe a number of different features of the system, and I would like you to tell me if you are satisfied or dissatisfied with each one. 

Only those respondents who indicated in Question 2 or Question 5 that they primarily seek traffic information were provided with a list of features of the traffic section of the 511 system in Question 14 and asked to rate their satisfaction with each of the features.
Responses were coded according to a satisfaction scale where ‘Very satisfied’ = +2, ‘Somewhat 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 16 presents the mean score for each feature. It shows that on average traffic mode respondents were most satisfied with ‘Traffic conditions feature’ (1.87). The feature that received the lowest satisfaction rating on average was ‘The Driving times feature’ (1.42). On average, all traffic features tested received an overall rating of at least +1, which means that overall respondents were at least ‘Somewhat satisfied’ with all the traffic features of the 511 system tested.

Figure 16 Satisfaction with Features of the Traffic Information Section
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Table 26 presents satisfaction with features of the traffic section of 511 by ‘First Time’ vs. ‘Multiple Times’ Callers. It shows that over all of the traffic features tested, on average first time callers are more satisfied (1.82) than multiple times callers (1.54). There is no difference in the ranking of features in terms of level of satisfaction between first time and multiple times callers. 

Table 26 Satisfaction with Features of the Traffic Information Section by First Time versus Multiple Times Caller
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Table 27 presents the mean score for the level of satisfaction for each of the traffic 511 features by frequency of use. It shows that over all of the traffic features tested, on average ‘Average’ frequency users are the least satisfied (1.49). ‘Heavy’ users are most satisfied with ‘Traffic conditions feature’ (1.87), whereas both ‘Average’ and ‘Light’ frequency users are most satisfied with ‘Time required to obtain traffic conditions information’.

Table 27 Satisfaction with Features of the Traffic Information Section by Frequency of Use
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Q13. What kinds of traffic information to you typically seek through the 511 phone system?

Question 13 asks traffic mode respondents only, what kinds of traffic information they typically seek when they call the 511 system. Figure 17 presents their responses. It shows that the vast majority (86%) of traffic mode coders are seeking traffic conditions information when they call 511.

Figure 17 Types of Traffic Information Sought
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Carpool and Vanpool Callers

Q17. Thinking further about your experience using the 511 system to obtain carpool and vanpool information. I am going to describe a number of different features of the system, and I would like you to tell me if you’re satisfied or dissatisfied with each one. 

Only those respondents who indicated in Question 2 or Question 5 that they primarily seek carpool or vanpool information were provided with a list of features of the carpool or vanpool section of the 511 system in Question 14 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 18 presents the mean score for each feature. It shows that on average ‘Carpool or Vanpool’ respondents were most satisfied with ‘The carpool or vanpool operator you spoke with’ (1.57). The feature that received the lowest satisfaction rating on average was ‘Time it takes to obtain a matchlist or other information’ (1.41). 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 carpool or vanpool features of the 511 system tested.

Figure 18 Satisfaction with Features of the Carpool or Vanpool Section
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Q15. What kinds of information to you typically seek from the carpool or vanpool section all the 511 phone system? 

Question 15 asks carpool or vanpool mode respondents only, what kinds of information they typically seek when they call the 511 system. Figure 19 presents their responses. It shows that the top four types of information that callers to the carpool or vanpool section of the 511 system are seeking are ‘General carpooling information’ (19%), ‘Looking for carpool/vanpool partners’ (19%), ‘Matchlist’ (16%) and ‘Transit information’ (11%).

Figure 19 Types of Carpool or Vanpool Information Sought 
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Q16. Are you currently in a carpool or vanpool? 

Question 16 asked carpool or vanpool mode respondents only, whether or not they are currently in a carpool or vanpool. Figure 20 presents their responses. It shows that 42 percent of respondents indicate that they are currently in a carpool or vanpool and over half (58%) indicate that they are not.

Figure 20 Currently in a Carpool/Vanpool
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511 Service Usage Patterns

Qi and Qxiii When did you first call 511? (First Time vs. Repeat User)

All respondents were asked when they first called 511. Figure 21 presents their responses. It shows that for 57 percent of respondents this is their first time calling 511. Nineteen percent of respondents first called 511 within the past 3 months and the remaining callers called 511 at least four months ago (24%).

Figure 21 First Time Calling 511


Table 28 presents when respondents first called into the 511 service by area code. It shows that first time callers to 511 are more likely to come from the 707 or 209’area codes (80% and 80%, respectively) and least likely to come from the 650 area code 30%).

Table 28 First Time Calling 511 by Area Code
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Q2. Approximately how often do you use the 511 service?

Only those respondents who indicated that this was NOT their first time using the 511 service were asked in Question 2 how often they use the service. Their responses are presented in Figure 22, which shows that twenty percent of respondents use the 511 service two to three days a week, 14 percent use it four to six days a week, and 21 percent of respondents state that they use the service at least once a day. Only 13 percent report using the service once months or less. 

Figure 22 Detailed Frequency of Use


Q4. In the past three months how many times have you heard a busy signal when calling 511?

Only those respondents who indicated that this was NOT their first time using the 511 service were asked in Question 4 how many times if at all they have heard a busy signal over the past three months. Their responses are presented in Figure 23. This shows that over two thirds (79%) of respondents said that they have never heard a busy signal over the past 3 months. Eight percent said they heard a busy signal once, and 13 percent indicated having heard a busy little more than once over the past 3 months. 

Figure 23 Frequency of Busy Signal 


Table 29 presents the responses to how many times a caller has heard a busy signal when using 511 by frequency of use. It shows that ‘Heavy’ users of the 511 system are more likely to report having heard a busy signal more than once (25%), in comparison to ‘Average’ (8%) and ‘Light’ users of the system up (8%).

Table 29 Frequency of Busy Signal by Frequency of Use


Table 30 presents the responses to how many times a caller has heard a busy signal when using 511 by the level of satisfaction that the respondent has reported with “Number of Times Received a Busy Signal”(Q10H). The results suggest that there is a relationship between the number of times a respondent hears a busy signal and the level of satisfaction with ‘Number of times received a busy signal’. ‘Very satisfied’ respondents are much less likely to have heard a busy signal more the once (6.2%) in comparison with ‘Very dissatisfied’ respondents (84%).

Table 30 Frequency of Busy Signal by Satisfaction with Number of Times Received Busy Signal (Q10h)


Awareness of 511

Q6. How did you first hear about the 511 phone service?

Question 6 asks all respondents to this survey how they first heard about the 511 phone service. Figure 24 presents their responses. It shows that ‘Word of mouth’, ‘Freeway signs’ and ‘Outdoor billboards’ are the top three sources of information from which respondents first heard about 511. The least frequent response to this question was that respondents heard about 511 from their ‘Employer’ (4%), ‘Phone book/yellow pages’ (1%), ‘Onboard Bus/BART/AC Transit etc’ (2%), ‘Advertisements on Bus/BART/AC Transit etc (3%) and ‘Banners on City street poles (4%). 

Figure 24 First Heard about 511
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Table 31 presents how the respondent first became aware of the 511 phone service by mode. It shows that ‘Traffic mode’ users of the 511 system reported first hearing about about it from ‘Freeway signs’ (24%), ‘Word of mouth’ (17%) and ‘Radio ads’ (12%). The ‘Public Transportation’ mode users reported first hearing about 511 via ‘Word of mouth’ (20%), ‘Old number/817-1717’ (11%), and ‘Internet web site’ (9%).  Finally ‘Carpool or Vanpool’ users of 511 reported first hearing about the system via ‘Word of mouth’ (26%) and ‘Internet website’ (19%).

Table 31 First Heard about 511 by Mode
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Improvements/Feedback on Experience with 511

Q18. Overall do you think anything is missing from the 511 phone service? What is this?

All respondents to this survey were asked if they thought anything was missing from the 511 phone service. Figure 25 presents their responses. It shows that two thirds of respondents (66%) could not identify anything that they thought was missing from the 511 service. Some specific things that a small proportion of respondents indicated were missing from the service include ‘More detailed information’ (5%), ‘More live operators/extended hours of service’ (4%), and ‘Expand coverage area’ (4%).

Figure 25 Missing from the 511 Phone Service
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Likelihood of Calling 511 Again

Q19. Are you very likely, somewhat likely, somewhat unlikely or very unlikely to call 511 again?

All respondents were asked how likely they are to call 511 again. Figure 26 presents their responses and compares them with the results of this same question posed to survey respondents in the 2003 survey. Overall, in 2004 the vast majority of respondents (93%) said that there are ‘Very likely’ to call 511 again.  This is significantly higher than in 2003 when 87 percent of respondents said that they were ‘Very likely’ to call 511 again. 

Figure 26 Likelihood of Calling 511 Again
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* Differences are significant at p < 0.05

Table 32 presents the likelihood of respondents calling 511 again by mode. It shows that ‘Traffic mode’ callers are the most likely to indicate that they are ‘Very likely’ to call 511 again (95%), whereas ‘Carpool or vanpool’ callers are the least likely to state that they are ‘Very likely’ to call 511 again (74%).

Table 32 Likelihood of Calling 511 Again by Mode
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Influence of 511 on Travel Decision Making

Q3. Please think about your most recent call to 511. Did the information you receive cause you to change your travel plans or actions?

Only those respondents who indicated that it was NOT their first time calling 511, were asked if the information that they received caused them to change their travel plans or actions. Figure 27 presents their responses and compares them to the answers received to this same question posed in the 2003 survey. It shows that similar to 2003, just over one third of respondents (36%) said that the information they received from 511 caused them to change their travel plans or actions.

Figure 27 Influence Travel Plans or Actions
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Additional Demographic and Behavioral Information

Figure 28 through Figure 32 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 31 REF X72719_TableTitle_T \n  \* MERGEFORMAT reflects Census 2000 data for the Bay Area. This suggests that users of the 511 system reflect the overall population of the Bay Area in terms of household income. For example, 46 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.

Q20. What mode of transportation do you primarily use? 

Figure 28 Mode of Transportation
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QA.  In what city or town and zip code to you reside? (Recoded into County of residence)

Figure 29 County of Residence: 2003 vs. 2004
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* Differences are significant at p < 0.05

QB. Please indicate your age.

Figure 30 Age
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QC.  I am going to reach some income categories.  Please stop me when I reach the category that best describes your total household income before taxes for 2003:

Figure 31 Household Income
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QD. Area Code

Figure 32 Area Code: 2003 vs.2004
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* Differences are significant at p < 0.05
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Q3 03 vs 04

		

				2003		2004

		DK/NA		1.70%		0.50%

		No		63.40%		63.10%

		Yes		34.80%		36.40%

		2004				Overall

		Base				445

		Q3 Change of travel plans		Yes		36.40%

				No		63.10%

				Don't know		0.50%
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				DK/NA		1.70%		1.70%		0.60%		3.80%		-		-		-
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																						Public Transportation		Yes		29.9%		31.5%
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								Somewhat satisfied		22.30%		22.30%		23.00%		21.00%		25.60%		20.00%

								Somewhat dissatisfied		4.20%		4.20%		1.30%		8.50%		7.30%		-
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Q7 sat 1st time user 03 vs  (2)
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		Very satisfied		62.70%		69.50%
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						Qi&Qxiii First/Multiple Times Callers

						First Time
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		Q7 Overall satisfaction with 511		Very satisfied		69.50%

				Somewhat satisfied		20.50%

				Somewhat dissatisfied		5.00%

				Very dissatisfied		4.10%

				DK/NA		0.90%

		2003				First Time Using 511

		Base				623
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				Other neutral		9.50%		1.70%

				Other negative		6.70%		6.60%

				Other positive		7.90%		13.10%

				Inaccurate/ did not get information needed		4.90%		1.20%

				Expand features & scope of service		3.30%		2.10%

				Great service		10.60%		2.30%

				Timely information		7.10%		2.80%

				Useful/ detailed/ quality information		8.40%		5.50%

				Traffic conditions information		18.20%		6.00%

				Helps with planning trip		5.20%		6.30%

				Convenient		17.50%		7.30%

				Voice activation positive		17.20%		7.40%

				Easy to use		17.10%		10.90%

				Quick		15.40%		13.90%

				Accurate information		8.80%		14.30%

				Get information needed		34.80%		29.90%

		combined		Public transportation information		2.00%		5.00%

				Directions/ driving times information		0.60%		included in "other positive"

				Operators are nice/ courteous		2.40%

								3.80%

				Other positive		8.10%		8.10%
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						2003		2004

				Don't know				1.40%

				Other		38.00%		23.30%

				Bad customer service from PTA/ unhelpful/ rude		4.80%		10.30%

				Navigation problems		11.70%		16.00%

				Voice recognition problems		13.10%		11.90%

				Inaccurate/ not specific enough information/ not up to date		22.30%		7.60%

				Could not get needed information		28.50%		30.30%

				Bad customer service from PTA/ unhelpful/ rude		4.80%		10.30%

				Navigation problems		11.70%		16.00%

				Voice recognition problems		13.10%		11.90%

				Inaccurate/ not specific enough information/ not up to date		22.30%		7.60%

				Could not get needed information		28.50%		30.30%

				Other		38.00%		23.30%

				Don't know		1.40%		1.40%

		2004				Overall

		Base				7300.00%

		Q9 Reasons for dissatisfaction		Could not get needed information		30.30%

				Inaccurate/ not specific enough information/ not up to date		7.60%

				Voice recognition problems		11.90%

				Navigation problems		16.00%

				Bad customer service from PTA/ unhelpful/ rude		10.30%

				Other		23.30%

				Don't know		1.40%

		2003

						Base

								Overall

		Base				94		94

		Q5 Reasons for dissatisfied rating		Could not get needed info		28.50%		28.50%

				Inaccurate/not specific enough info		22.30%		22.30%

				Voice recognition problems		13.10%		13.10%

				Navigation problems		11.70%		11.70%

		combined		Takes too long		10.20%		10.20%

				Prefer live person or touch tone		6.60%		6.60%

				Confusing/ complicated		6.30%		6.30%

				Can't skip options		3.70%		3.70%

				Other		11.20%		11.20%

				Bad customer service from PTA		4.80%		4.80%
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						Q10d The system's ability to understand your voice commands		1.4

						Q10a Response time of the 511 system to voice commands		1.54

						Q10g Types of information available		1.64

						Q10e Accuracy of the information		1.65

						Q10b Overall ease of use of the 511 system		1.67

						Q10c Effort needed to learn to use the system		1.73

						Q10f Usefulness of the information		1.75

						Q10h The number of times you receive a busy signal		1.84

		2004				Overall

		Base				1.65

				Q10d The system's ability to understand your voice commands		1.4

				Q10a Response time of the 511 system to voice commands		1.54

				Q10g Types of information available		1.64

				Q10e Accuracy of the information		1.65

				Q10b Overall ease of use of the 511 system		1.67

				Q10c Effort needed to learn to use the system		1.73

				Q10f Usefulness of the information		1.75

				Q10h The number of times you receive a busy signal		1.84
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				Base				1.5

						Q11d Hours of availability of transit service operators		1.26

						Q11a Menu options that provide recorded transit info prior to your conversation with an operator		1.32

						Q11b Convenience of using 511 for public transportation information		1.61

						Q11e Transit agency operator knowledge and ability to provide you with information you requested		1.66

						Q11c Accuracy of public transportation information received		1.68
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								Overall

				Base				1.5

						Q14c Driving times feature		1.42

						Q14a Accuracy of driving time information		1.55

						Q14b Accuracy of incident information		1.59

						Q14d Time required to obtain driving time information		1.71

						Q14f Time required to obtain traffic conditions information		1.85

						Q14e Traffic conditions feature		1.87
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Q17

		

								Overall

				Base				1.5

						Q17d Time it takes to obtain a match list or other information		1.41

						Q17c Convenience of obtaining a matchlist or other information		1.41

						Q17b The voice response system that preceded your conversation with the operator		1.49

						Q17a The carpool or vanpool operator you spoke with		1.57

						Base

								Overall

		Base				1.27		1.46

				Q17c Convenience of obtaining a matchlist or other information		1.41		1.57

				Q17d Time it takes to obtain a match list or other information		1.41		1.49

				Q17b The voice response system that preceded your conversation with the operator		1.49		1.41

				Q17a The carpool or vanpool operator you spoke with		1.57		1.41





Q17

		0

		0

		0

		0





Q18

		

								Overall

				Base				1001

				Q6 Awareness of 511 phone service

						Weather report		0.40%

						Option to report incidents to 511		0.60%

						Shortcuts/ promote shortcuts		0.70%

						More knowledgeable/ courteous operators/ operators are rude		0.90%

						Provide alternate routes		1.10%

						Option to choose between voice and push button		1.50%

						Improve voice recognition		2.00%

						More accurate/ timely		2.70%

						Expand covered area/ extended coverage of traffic and driving times feature		4.10%

						More live operators/ after hours operators/ 24 hours service		4.30%

						More detailed information		5.00%

						Other		11.50%

						Nothing		66.40%

						Base

								Overall

		Base				1001		1001

		Q18 Suggestions for improvement		Weather report		0.40%		66.40%

				Option to report incidents to 511		0.60%		11.50%

				Shortcuts/ promote shortcuts		0.70%		5.00%

				More knowledgeable/ courteous operators/ operators are rude		0.90%		4.30%

				Provide alternate routes		1.10%		4.10%

				Option to choose between voice and push button		1.50%		2.70%

				Improve voice recognition		2.00%		2.00%

				More accurate/ timely		2.70%		1.50%

				Expand covered area/ extended coverage of traffic and driving times feature		4.10%		1.10%

				More live operators/ after hours operators/ 24 hours service		4.30%		0.90%

				More detailed information		5.00%		0.70%

				Other		11.50%		0.60%

				Nothing		66.40%		0.40%





Q18

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0





Qi 03 vs 04

						2003 n=(922)		2004 (n=921)

						2003		2004

				Don't know				1.40%

				Other		38.00%		23.30%

				Bad customer service from PTA/ unhelpful/ rude		4.80%		10.30%

				Navigation problems		11.70%		16.00%

				Voice recognition problems		13.10%		11.90%

				Inaccurate/ not specific enough information/ not up to date		22.30%		7.60%

				Could not get needed information		28.50%		30.30%

		2004				Overall

		Base				100100.00%

		First Call		This is first time		56.50%

				Within the past 3 months		19.40%

				Between 4 and 6 months ago		8.20%

				Between 7 and 9 months ago		1.70%

				Between 10 and 12 months ago		2.60%

				One to 2 years ago		11.10%

				Don't know/Can't remember		0.50%

		2004				Overall

		Base				7300.00%

		Q9 Reasons for dissatisfaction		Could not get needed information		30.30%

				Inaccurate/ not specific enough information/ not up to date		7.60%

				Voice recognition problems		11.90%

				Navigation problems		16.00%

				Bad customer service from PTA/ unhelpful/ rude		10.30%

				Other		23.30%

				Don't know		1.40%

		2003

						Base

								Overall

		Base				94		94

		Q5 Reasons for dissatisfied rating		Could not get needed info		28.50%		28.50%

				Inaccurate/not specific enough info		22.30%		22.30%

				Voice recognition problems		13.10%		13.10%

				Navigation problems		11.70%		11.70%

		combined		Takes too long		10.20%		10.20%

				Prefer live person or touch tone		6.60%		6.60%

				Confusing/ complicated		6.30%		6.30%

				Can't skip options		3.70%		3.70%

				Other		11.20%		11.20%

				Bad customer service from PTA		4.80%		4.80%





Qi 03 vs 04

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0



2003

2004

22.3%*

16.0%

11.9%

29.9%*

14.3%*

10.9%*

7.4%*

7.3%*

6.0%*

5.5%*

2.8%*

30.3%

7.6%*



Q19 03 vs 04

		

				2003		2004

		Very unlikely		1.70%		0.70%

		Somewhat unlikely		0.90%		0.70%

		Somewhat likely		9.70%		5.90%

		Very likely		87.10%		92.70%

		2004				Base

						Base

								Overall

		Base				100100.00%		100100.00%

		Q19 Likelihood of calling 511 again		Very likely		92.70%		92.70%

				Somewhat likely		5.90%		5.90%

				Somewhat unlikely		0.70%		0.70%

				Very unlikely		0.70%		0.70%

				DK/NA		0.00%		0.00%

						Base

		2003

		Base				1019		101900.00%

		Q13 Likelihood of calling 511 service again		Very likely		87.10%		87.10%

				Somewhat likely		9.70%		9.70%

				Somewhat unlikely		0.90%		0.90%

				Very unlikely		1.70%		1.70%

				Refused		0.50%		0.50%

				DK/NA		0.10%		0.10%





Q19 03 vs 04

		0		0

		0		0

		0		0

		0		0



2003

2004

69.5%*

92.7%*

5.9%*

0.7%*



Q20

		

								Overall

				Base				445

				Q4 Number of times busy signal		Drive alone		50.00%

						Commercial automobile		9.20%

						Public transportation		39.10%

						Bicycling		0.50%

						Carpooling		0.20%

						Vanpooling		0.20%

						Other		0.80%

						Overall

		Base				1001

		Q20 Primary mode of transportation		Drive alone		50.00%

				Commercial automobile		9.20%

				Public transportation		39.10%

				Bicycling		0.50%

				Carpooling		0.20%

				Vanpooling		0.20%

				Other		0.80%





Q20

		0

		0

		0

		0

		0

		0

		0





QA

						2003 n=(922)		2004 (n=921)

						2003		2004

				Other		4.20%		6.2%

				Sonoma County		1.00%		10.30%

				Napa County		1.60%		0.30%

				Marin County		2.50%		2.30%

				Solano County		5.20%		2.60%

				San Mateo County		7.20%		3.80%

				Santa Clara County		9.10%		10.20%

				San Francisco County		11.40%		7.00%

				Contra Costa County		15.40%		15.20%

				Alameda County		42.30%		42.10%

		2004				Overall

		Base				100100.00%

		QA County of residence		Alameda County		42.10%

				Contra Costa County		15.20%

				Marin County		2.30%

				Napa County		0.30%

				San Francisco County		7.00%

				San Mateo County		3.80%

				Santa Clara County		10.20%

				Solano County		2.60%

				Sonoma County		10.30%

				Outside Bay Area		5.70%

				Refused		0.50%

		2003				Overall

		Base				101900.00%

		QA&C County of Origin		Alameda County

				Contra Costa County

				San Francisco County

				Santa Clara County

				San Mateo County

				Solano County

				Other

				Marin County

				Napa County

				Sonoma County





QA

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0



2003

2004

3.8%*

10.2%

7.0%*

15.2%

42.1%

7.3%*

7.4%*

10.9%*

14.3%*

29.9%*

2.6%*

2.3%

0.3%*

10.3%*

6.2%*



QD

						2003 n=(922)		2004 (n=921)

						2003		2004

				Refused		9.20%		1.30%

				Other		2.40%		4.60%																						408		0.0%		0.0%		0.0%

				408		6.00%		10.20%																						415		0.0%		0.0%		0.0%

				650		6.90%		4.60%																						510		0.0%		0.0%		0.0%

				707		7.80%		12.00%																						650		0.0%		0.0%		0.0%

				925		8.50%		7.10%																						707		0.0%		0.0%		0.0%

				415		14.60%		12.60%																						925		0.0%		0.0%		0.0%

				510		44.60%		47.50%																						Other		0.0%		0.0%		0.0%

																														Refused		0.0%		0.0%		0.0%

		2004				Overall

		Base				1001

		QD Area code		209		3.00%

				408		10.20%

				415		12.60%

				510		47.50%

				530		0.40%

				650		4.60%

				707		12.00%

				925		7.10%

				Outside Bay Area		1.20%

				Refused		1.30%

		2003

						Overall

		Base				1019

		Area Code		408		6.00%

				415		14.60%

				510		44.60%

				650		6.90%

				707		7.80%

				925		8.50%

				Other		2.40%

				Refused		9.20%





QD
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2003

2004

7.1%

12.6%

47.5%

15.2%

42.1%

7.3%*

7.4%*

10.9%*

14.3%*

29.9%*

12.0%*

4.6%*

10.2%*

4.6%*

1.3%*



QI

		

						Overall

		Base				176

				Yes

				No

				Yes

				No

				Yes

				No

				Yes

				No

				Yes

				No

				Yes

				No

				Yes

				No

						QIh Voted 11/02		QIg Voted 3/02		QIf Voted 11/00		QIe Voted 3/00		QId Voted 11/98		QIc Voted 6/98		QIb Voted 11/96		QIa Voted 3/96

				Yes		95.3%		73.8%		95.7%		85.8%		84.7%		74.5%		80.0%		60.4%

				No		4.7%		26.2%		4.3%		14.2%		15.3%		25.5%		20.0%		39.6%





QI

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0

		0		0



Yes

No



3D BAR STACKED

		3D STACKED BAR CHART DISPLAYING 100%

		USE COLORS THAT BEST ILLUSTRATE THE CONTRAST WHEN PRINTED IF MORE THAN 2 CATEGORIES.

				Q11g PDA		Q11c DVD player		Q11d Computer		Q11e CD player		Q11f Cassette player		Q11b VCR		Q11a Television						Q1c Access to a DVD player		Q1g Access to a PDA

		Yes		17.6%		58.4%		62.7%		76.6%		82.0%		90.2%		97.7%				69.3%		63.2%		14.7%

		No		82.0%		41.4%		37.0%		23.2%		17.8%		9.5%		2.3%				30.7%		36.5%		85.0%

		DK/NA		0.4%		0.2%		0.2%		0.2%		0.2%		0.2%								0.2%		0.3%





3D BAR STACKED

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0

		0		0		0



Yes

No

DK/NA




