




GENDER: 2008 SURVEY METRO BOSTON5

FEMALE 50.0% 51.9%
MALE 50.0% 48.1%
TOTAL 100% 100%

RIDERSHIP08
NON-RIDER DEMOGRAPHICS

AGE: 2008 SURVEY
18-24 0.0%
25-34 3.9%
35-44 15.4%
45-64 46.2%
65+ 34.6%
TOTAL 100%

RIDERSHIP INFORMATION GATHERED FROM THE 2008 RIDERSHIP 
SURVEY IS COMPARED WITH BOSTON AND BOSTON METRO AREA 
DEMOGRAPHIC INFORMATION FROM THE 2000 U.S. CENSUS.

FEMALE

MALE

18 - 24

35 - 44

25 - 34

45 - 64

65+
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HOUSEHOLD INCOME: 2008 SURVEY
LESS THAN 20,000 19.2%
20,000-39,999 38.5%
40,000-59,999 20.2%
60,000-79,999 11.5%
80,000 OR GREATER 4.8%
NA 5.8%
TOTAL 100%
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AVAILABLE AUTO? 2008 SURVEY BOSTON5 METRO BOSTON5

YES 92.3% 65.0% 85.0%
NO 7.7% 35.0% 15.0%
TOTAL 100% 100% 100%

YES

NO

SURVEY

METROBOSTONSURVEY

NON-RIDER DEMOGRAPHICS

LESS THAN 20,000

40,000 - 59,000

20,000 - 39,999

60,000 - 79,000

80,000 +

NA



RACE/ETHNICITY: 2008 SURVEY BOSTON5 METRO BOSTON5

BLACK/AFRICAN AMERICAN 3.9% 23.6% 6.5%
WHITE 95.2% 49.4% 80.0%
ASIAN/PACIFIC ISLANDER 0.0% 7.5% 4.9%
LATINO/HISPANIC 0.0% 14.5% 5.9%
NA 1.0% 5.0% 2.7%
TOTAL 100% 100% 100%

BLACK/AF.AMERICAN

ASIAN/PACIFIC IS.

WHITE

LATINO/HISPANIC

REFUSED

NA
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HOUSEHOLD SIZE: 2008 SURVEY BOSTON5 METRO BOSTON5

AVERAGE HOUSEHOLD SIZE 2.5 2.3 2.5

GEOGRAPHIC DISTRIBUTION: 2008 SURVEY
URBAN 26.0%
INNER CORE 25.0%
METRO REGION 49.0%
TOTAL 100%

URBAN

METRO REGION

INNER CORE
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HAVE YOU EVER USED MBTA? 2008 SURVEY 2008 SURVEY
NUMBER OF RESPONSES 104
YES 98 94.2%
NO 6 5.8%
TOTAL 104 100%

RIDERSHIP08
USAGE
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SURVEY

HOW LONG AGO DID YOU USE MBTA? 2008 SURVEY 2008 SURVEY
NUMBER OF RESPONSES 98
MORE THAN 1 LESS THAN 2 YEARS 20 20.4%
MORE THAN 2 LESS THAN 5 YEARS 40 40.8%
MORE THAN 5 LESS THAN TO YEARS 12 12.2%
MORE THAN 10 YEARS 26 26.5%
TOTAL 98 100%

SURVEY

MORE THAN 1 LESS THAN 2 YEARS

MORE THAN 5 LESS THAN 10 YEARS

MORE THAN 2 LESS THAN 5 YEARS

MORE THAN 10 YEARS

YES

NO

NON-RIDER VARIABLES



HOW LIKELY ARE YOU TO USE THE MBTA IN THE NEXT YEAR? 2008 SURVEY 2008 SURVEY
NUMBER OF RESPONSES 98
VERY UNLIKELY 78 79.6%
SOMEWHAT UNLIKELY 6 6.1%
NEITHER UNLIKELY NOR LIKELY 2 2.0%
SOMEWHAT LIKELY 6 6.1%
VERY LIKELY 6 6.1%
TOTAL 98 100%

RIDERSHIP08
USAGE
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VERY UNLIKELY

NEITHER UNLIKELY NOR LIKELY

SOMEWHAT UNLIKELY

SOMEWHAT LIKELY

VERY LIKELY

SURVEY

NON-RIDER VARIABLES



WHY DON’T YOU USE THE MBTA? 2008 SURVEY 2008 SURVEY
NUMBER OF RESPONSES 118
NOT NEAR HOME OR DESTINATION 24 20.3%
NOT RELIABLE 4 3.4%
DOES NOT RUN WHEN I NEED IT 2 1.7%
PREFER TO DRIVE 68 57.6%
DO NOT COMMUTE TO WORK 10 8.5%
OTHER 10 8.5%
TOTAL 118 100%

RIDERSHIP08
USAGE
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SURVEY

HOW DO YOU MOST FREQUENTLY TRAVEL? 2008 SURVEY 2008 SURVEY
NUMBER OF RESPONSES 102
DRIVE ALONE 72 69.2%
DRIVE WITH FAMILY 24 23.1%
CARPOOL WITH NON-FAMILY 4 3.9%
OTHER 2 1.9%
NA 2 1.9%
TOTAL 102 100%

SURVEY

DOES NOT RUN WHEN I NEED IT

PREFER TO DRIVE

DO NOT COMMUTE TO WORK

OTHER

NOT NEAR HOME OR DESTINATION

NOT RELIABLE

CARPOOL WITH NON-FAMILY

OTHER

NADRIVE ALONE

DRIVE WITH FAMILY

®
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TOP PRIORITIES
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TOP PRIORITIES AS 
IDENTIFIED BY RIDER 
RESPONSES IN THE 2006 
AND 2008 RIDERSHIP 
SURVEYS.  

RECURRING PRIORITIES AS 
IDENTIFIED BY REPEATED 
RESPONSES IN BOTH 
BIENNIAL SURVEYS.

Top Priorities:
2006 Survey 

SERVICE 
FREQUENCY

SERVICE 
RELIABILITY

PERSONAL 
SAFETY1

SERVICE 
FREQUENCY

SERVICE 
RELIABILITY

PERSONAL 
SAFETY

2

3

1

2

3

SERVICE 
FREQUENCY

SERVICE 
RELIABILITY

PERSONAL 
SAFETY Recurring 

Priorities

Top Priorities:
2008 Survey 
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RESULTS

RIDER & NON-RIDER DEMOGRAPHICS

The demographic information that was gathered from the 2008 Ridership Survey was compared with Boston and 
Boston metropolitan area demographic information generated from the 2000 U.S. Census.  The results for the rider 
demographics very closely mirrored the Census data results, showing that we accurately captured a representative 
snapshot of our targeted population.

The demographic information for the non-rider population was less representative overall, but more closely 
represented the profile of the metropolitan region of census data.  There were significant statistical differences 
between riders and non-riders in all categories except gender.  For the age variable, rider respondents were 
normally distributed across all age categories. In contrast, there were far (80.8%) more non-riders concentrated in 
the upper categories (45-64 and 65+ age range) and no non-rider responses in the 18-24 age range. 

Yet another significant difference between riders and non-riders could be seen in the car-access variable. While 
only three-quarters (74.8%) of non-riders had access to an automobile, nearly all non-riders (92.3%) did. Again, 
we can see a notable difference between riders and non-riders in racial demographics. The rider population closely 
matches the U.S. Census reports, with a 79.8% Caucasian population. However, Caucasians are over-represented 
by approximately 15% in the non-rider population, comprising 95.2% of non-riders.

P40

RIDER VARIABLES

Each satisfaction category was evaluated and the results were compared to the 2006 Ridership Survey responses.  
Satisfaction variables were broken up into 4 categories:

๏ Parking
๏ Stations & Stops
๏ Vehicles & Service
๏ Information



Parking: The first category examined was Parking.  Roughly half of the respondents utilized MBTA parking lots in 
their daily commutes.  Among these respondents, the average satisfaction with MBTA parking decreased slightly 
since 2006. The average satisfaction with parking fell from 3.38 in 2006 to 3.04 reported in 2008.  This result is 
not surprising, given the parking lot fare increase of $2 that went into effect November 15th -- 5 days before the 
administration of the 2008 Ridership Survey.  When respondents were asked about their response to the fare 
increase, 68.1% stated that it would cause them to use the parking lots less.  Although we cannot be sure how these 
intentions translate into long-term practice, there has been a 3% drop in the total utilization of the 150 parking lots 
in the MBTA system between December 2007 and December 2008. 

RECOMMENDATION:  To understand the concerns with availability of parking, the MBTA needs to better 
understand the reasons that dictate why riders select certain parking lots. While some parking lots are at 
125% (Sullivan) capacity, others are only at 1% (Plymouth) capacity.  It is evident that parking-lot usage is 
dictated by more than simple population dynamics. A comprehensive parking study that explores why users 
choose certain lots and why they choose to park or not park would address parking congestion issues.  It 
would also be beneficial to launch a parking program and marketing campaign to address user satisfaction 
issues.

Stations and Stops:  Satisfaction with announcements and messages, cleanliness, and accessibility is relatively high 
and has increased since 2006. Station/Stop categories that experienced a drop in satisfaction since 2006 were 
availability of parking and ability to access platforms and stations by foot and bicycle. Riders have been 
consistently dissatisfied with parking availability over the course of both the 2006 and the 2008 surveys. Regarding 
access, it is possible that inclement weather in late November and early December had an effect on respondent 
satisfaction with ability to access platforms, stations, and stops, skewing the data lower than normal.

RECOMMENDATION:  To mitigate issues with accessibility, more timely and effective snow removal is 
necessary.  Given the greater-than-average snowfall in the winter of 2008, more attention to coordinating 
rapid and efficient removal methods is necessary. A greater level of communication and collaboration with 
the City of Boston snow removal crews concerning the areas around bus stops (particularly the curb area) 
could go a long way towards improving the low-evaluation of stations and stops held by many riders.

®

®
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Vehicles and Service: All variables in this category scored relatively high, and all have improved since the 2006 
Ridership Survey.  The only decrease noted was a decline in satisfaction with the frequency of service for those 
riders utilizing The Ride.  Dissatisfaction seems to stem from the requirement of a 24-hour reservation to utilize the 
service. Although any rider may call within operating hours, limited availability and scheduling conflicts often 
precludes user ability to travel as they desire.

RECOMMENDATION:  Although it is clear that the 24-hour reservation service is a necessary functional 
requirement for The Ride, a better explanation of The Ride procedures and the posting of these procedures 
on the MBTA website would do much in mitigating the issue and addressing the concerns of the dissatisfied.

RECOMMENDATION:  Programs to improve announcements have been very successful in increasing vehicle 
announcement satisfaction from 2006. This improvement should be continued on all lines and vehicles to 
further aid future satisfaction.

®

Information: This category included information about services, projects, service changes, and informational 
signage.  All variables in this category also scored relatively high, and satisfaction with all types of information has 
increased since 2006.  The MBTA has made great strides to improve information services, with several projects 
aimed at improving customer relations and enhancing the dissemination of service information. These efforts are 
directly reflected in the high satisfaction scores for this category. In fact, users report higher levels of satisfaction 
with information than they do with any other measured category.
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NON-RIDER VARIABLES

Questions for non-riders were entirely focused on their MBTA usage history and future usage potential.  Regarding 
usage history, non-riders were asked whether they had ever used the MBTA.  Of the 104 non-rider respondents, 
94.2% had used MBTA services in the past. Most of these non-rider respondents had used the system in the last 2-5 
years.  

When asked whether they would be using the MBTA again within the next year, 79.6% stated that it was very 
unlikely that they would do so.  This lack of usage can be explained by the fact that 57.6% of these respondents 
prefer to drive. They report driving preference as their primary reason for not using transit.  Because only 26% of 
non-riders live in the Urban area, it is unlikely that service adjustments alone would capture these potential riders.  
When asked it is obvious that this population sees little to no benefit in using MBTA services, either now or in the 
future.

RECOMMENDATION:  Given that a preference for driving was a primary reason for failing to utilize MBTA 
services, it is possible that a marketing program which emphasizes the environmental benefits of mass transit 
could have some success. Additionally, information regarding the reduction of financial- and driving-induced 
stress made possible by transit usage could be persuasive to non-riders.

It should also be noted older individuals and the elderly are significantly over-represented in the non-riding 
public. While there are a variety of reasons for this demographic variation, the age disparity should be 
addressed in some way by the MBTA. Further research targeting the elderly population would be useful in 
uncovering the experience of older riders. Such information would be extremely valuable for both addressing 
the unique concerns of older riders as well as inspiring older non-riders to take advantage of mass transit.

®
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CONCLUSION
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The 2008 Ridership Survey is a useful method for measuring the sentiments of the riding public. Results from the 
survey demonstrate that, despite popular conception, the riding public is quite satisfied with MBTA services. In fact, 
the large majority of the public ranked the MBTA highly on all satisfaction variables. 

In the two years since the 2006 Ridership Survey, the MBTA has worked to improve the usability, service, and 
comfort of mass transit. The 2008 survey demonstrates that this work has had considerable payoff. Riders report 
higher satisfaction with nearly all facets of transit, including information, stations, stops, vehicles, and service. The 
largest gains can be seen in the area of information, with riders reportedly very happy with information 
accessibility, map and schedule information, and signage. This increase is clearly a result of MBTA investment in the 
Customer Support Service Center, increased and improved maps and signs, and an increased commitment to being 
a customer-driven service.

The only variable that has witnessed a decline in satisfaction is parking. The increase in parking fees can be seen as 
almost entirely responsible for this decline, given that it was implemented only five days before survey 
administration. Due to the recent nature of fee increases, it will be necessary to re-visit the parking issue in the 2010 
Ridership Survey to better understand the long-term effects of parking fees on rider satisfaction.

In all, the 2008 Ridership Survey provides important lessons for those who administer mass transit. While the riding 
public reports satisfaction with their transit experience, there is, as always, room to increase satisfaction. When, as 
in the interim between the 2006 and 2008 surveys, the MBTA invests in improving transit, there is a direct payoff in 
increased rider satisfaction. Despite the increasingly complex transit landscape, it remains true that measuring 
ridership on a regular basis is the best way for administrators discover what they are doing well and also what they 
could be doing better. 
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FOOTNOTES
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     2Massachusetts Bay Transportation Authority Advisory Board. (n.d.).  MBTA Advisory Board Member Cities and 
Towns.  Retrieved February 26, 2009, from http://www.mbtaadvisoryboard.org/Members/cities_and_towns.htm.
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     4Transportation Research Board. (1999).  A Handbook for Measuring Customer Satisfaction and Service Quality.  
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    5Metropolitan Statistical Area: Boston, Cambridge, Brookline, and Quincy retrieved from the U.S. Census Bureau 
Decennial Census 2000; generated by Monica G. Tibbits; using Dataplace, http://dataplace.org.
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APPENDIX 1:MUNICIPALITIES LIST
Urban
Boston

Brookline

Cambridge

Somerville

Inner Core
Arlington

Belmont

Braintree

Chelsea

Everett

Holbrook

Lynn

Malden

Medford

Melrose

Milton

Nahant

Quincy

Randolph

Revere

Saugus

Waltham

Watertown

Winthrop

Region

Abington

Acton

Amesbury

Andover

Ashland

Attleboro

Avon

Ayer

Bedford

Bellingham

Berlin

Beverly

Billerica

Blackstone

Bolton

Boxborough

Boxford

Bridgewater

Brockton

Burlington

Canton

Carlisle

Carver

Chelmsford

Clinton

Cohasset

Concord

Danvers

Dedham

Dover

Dracut

Dunstable

Duxbury

East

Bridgewater

Easton

Essex

Foxborough

Framingham

Franklin

Georgetown

Gloucester

Groton

Groveland

Halifax

Hamilton

Hanover

Hanson

Harvard

Haverhill

Hingham

Holliston

Hopedale

Hopkinton

Hudson

Hull

Ipswich

Kingston

Lakeville

Lancaster

Lawrence

Lexington

Lincoln

Littleton

Lowell

Lynnfield

Manchester

Mansfield

Marblehead

Marlborough

Marshfield

Maynard

Medfield

Medway

Mendon

Merrimac

Methuen

Middleborough

Middleton

Milford

Millis

Millville

Natick

Needham

Newbury

Newburyport

Newton

Norfolk

North Andover

North Attleboro

North Reading

Northborough

Northbridge

Norton

Norwell

Norwood

Peabody

Pembroke

Pepperell

Plainville

Plymouth

Plympton

Raynham

Reading

Rockland

Rockport

Rowley

Salem

Salisbury

Scituate

Sharon

Sherborn

Shirley

Southborough

Stoneham

Stoughton

Stow

Sudbury

Swampscott

Taunton

Tewksbury

Topsfield

Tyngsborough

Upton

Uxbridge

Wakefield

Walpole

Wayland

Wellesley

Wenham

West

Bridgewater

West Newbury

Westborough

Westford

Weston

Westwood

Weymouth

Whitman

Wilmington

Winchester

Woburn

Wrentham
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APPENDIX 2:SURVEY SCRIPT

Hello, I’m_________ and I’m calling from ________ to ask you about your experience riding the MBTA. The survey is being conducted by 
TransitWorks, a non-profit organization that works to improve and promote transit in Boston.
S1. I would like to speak with someone in your household who is 18 or over and has ridden the MBTA at least once in the last year. Would that be 
you?
Yes ->  BEGIN SURVEY
No ->  is there someone in the household who has? Yes ->  ask for that person No ->  ASK ONLY S2-Q3, Q51-64
Could we ask you a few questions? It will take about 10 minutes, and your answers will be confidential.
S2. To confirm your eligibility, what town do you live in? ______________
[TERMINATE IF NOT ON LIST OF MBTA TOWNS]

SCREENING QUESTIONS
To start, I’d like to ask a few basic questions to insure that we have a good mix of respondents. Please keep in mind that everything in the survey is 
strictly confidential and not individually recorded.

What is your gender?
	 	 Male 
	 	 Female 

Which of the following categories includes your age?
	 	 18-24 
	 	 25-34 
	 	 35-44 
	 	 45-64 
	 	 65+ 

 
 (Don’t know/refused) - TERMINATE

Which of the following best describes your race/ethnicity? [ALLOW MULTIPLE RESPONSES]
Asian
Black/African-American 
Latino/Hispanic 
Native American
Pacific Islander
White/Caucasian 
(Don’t know/refused)



TRANSIT USAGE
Now, a few questions about how you use MBTA services.

How often do you use the MBTA?

Daily or almost daily
A few times a week
A few times a month
Less than a few times a month

Which of the following types of MBTA service do you usually ride? [READ LIST. ALLOW MULTIPLE RESPONSES]

Bus
Subway
Commuter Rail
The Ride
Commuter Boat
Silver Line
Other (Please specify____________)

[IF Q5=2] You mentioned you ride the subway. Which branch(es) do you most frequently ride? [DON’T READ LIST. ALLOW MULTIPLE RESPONSES]
Blue Line
Green Line
Orange Line
Red Line

[IF Q5=3] You mentioned you ride the commuter rail. Which line (or lines) do you most frequently ride? [DON’T READ LIST. ALLOW MULTIPLE 
RESPONSES]

Fairmont
Fitchburg/South Acton
Framingham/Worcester
Franklin
Greenbush
Haverhill/Reading
Plymouth/Kingston 
Lowell
Middleborough/Lakeville
Needham
Newburyport/Rockport
Providence/Stoughton
Other (Please specify__________________)



[IF Q5=5] You mentioned you ride the commuter boat. Which boat (or boats) do you most frequently ride? [DON’T READ LIST. ALLOW MULTIPLE 
RESPONSES]

F1 - Hingham Shipyard to Rowes Wharf Boston
F2 - Quincy Fore River Shipyard to Long Wharf and Logan Airport
F2H - Pemberton Point, Hull to Long Wharf and Logan Airport via Quincy Fore
F4 - Long Wharf to Charlestown Navy Yard
Other (Please specify__________________)

[IF Q5=6] You mentioned you ride the silver line. Which line (or lines) do you most frequently ride? [DON’T READ LIST. ALLOW MULTIPLE 
RESPONSES]

SL Washington Street
SL Waterfront
SL Airport Terminals
Other (Please specify__________________)

How many years have you been using the MBTA? ______________ [ENTER WHOLE NUMBERS ONLY]

What form of payment do you use?

CharlieCard (plastic card)
CharlieTicket (paper ticket)
Commuter Rail Pass (paper ticket for commuter rail)
Cash and/or coin

Where do you typically purchase your fare and/or pass? [READ ALL. ALLOW MULTIPLE RESPONSES]

Work
School
MBTA Station
MBTA Website
MBTA Vehicle

Where do you typically go using the MBTA? [READ ALL. ALLOW MULTIPLE RESPONSES]

Work
School
Personal errands
Recreational/social events



How long [does your typical or most frequent trip usually take/did your most recent trip] take from your starting MBTA station or stop to your final 
MBTA station or stop?
Less than 10 minutes
11-20 minutes
21-30 minutes
31-45 minutes
46 to 60 minutes
More than 60 minutes
How many transfers, if any, [does your typical or most frequent trip/did your most recent trip] involve? ________________

Do you park your vehicle in MBTA parking lots?
	 Yes
	 No
Have the recent increases in MBTA parking rates resulted in any of the following?
	 Using parking lots less
	 Carpooling/Sharing a ride to the MBTA parking facility
	 Not using MBTA transit services
	 Biking or walking to MBTA stations
	 Other (Please specify__________________)

TRANSIT IMPORTANCE AND PERFORMANCE

Now, I am going to ask how important a number of factors of the MBTA riding experience are to you. Please rate each factor I read using a scale of 1 
to 5, where “1” means “not at all important” and “5” means “very important.”
On a scale of 1 to 5, how important is…? 

Availability of general information about MBTA services, such as maps and schedules
Availability of information about MBTA projects and service changes
 Informational signage at stations and stops
Announcements and messages in stations
Announcements in vehicles
Customer service
Cleanliness of stations and stops
Cleanliness of vehicles
Availability of seating on vehicles
Personal comfort on vehicles (temperature, crowding)
Service reliability
Personal safety when using the MBTA



Frequency of service
Accessibility of systems for persons who rely on lifts, ramps, elevators or escalators
Availability of parking at or near stations
Ability to get to platforms and stations on foot or bicycle

Now, I am going to ask how satisfied you are with each of the same factors. This time, please rate each factor using a scale of 1 to 5, where “1” 
means “very dissatisfied” and “5” means “very satisfied.”
On a scale of 1 to 5, how satisfied are you with…?

Availability of general information about MBTA services, such as maps and schedules
Availability of information about MBTA projects and service changes
Informational and directional signage at stations and stops
Announcements and messages in stations
Announcements in vehicles
Customer service
Cleanliness of stations and stops
Cleanliness of vehicles
Availability of seating on vehicles
Personal comfort on vehicles (temperature, crowding)
Service reliability
Personal safety when using the MBTA
Frequency of service
Accessibility of systems for persons who rely on lifts, ramps, elevators or escalators
Availability of parking at or near stations
Ability to get to platforms and stations on foot or bicycle

[If Q4=1,2] If you could make one improvement in MBTA services, what one improvement would you make? [OPEN END]

[If Q4=3,4] If there were one change in MBTA services that would cause you to use the MBTA more frequently, what would that one change be? 
[OPEN END]

NON-RIDER  QUESTIONS

We would also like to learn about people who do not ride the MBTA. Could we ask you
a few questions? It will take less than 5 minutes and your answers will be confidential.

Have you ever used the MBTA?

Yes
No



[IF Q51=1] About how long ago did you last ride the MBTA?

More than 1 but less than 2 years ago
More than 2 but less than 5 years ago
More than 5 but less than 10 years ago
More than ten years ago

[IF Q51=1] How likely are you to use the MBTA in the next 12 months?

Very unlikely
Somewhat unlikely
Neither unlikely nor likely
Somewhat likely
Very likely

Why don’t you currently use the MBTA? [ALLOW MULTIPLE ANSWERS] 

It’s not located near my home or destination
It’s not reliable
It doesn’t run when I need to travel
I prefer to drive
I prefer to walk or ride a bicycle
I do not commute to work 
Other (Please specify___________________)

I’m going to read a few possible improvements to MBTA services. Please tell me what
impact each would have on your likelihood to use services. Please rate each possible
improvement using a scale of 1 to 5, where “1” means “No impact at all” and “5” means
“A great impact.”

Information on what stops and services are close by
Improvements in MBTA services
Online CharlieCard registration and purchasing options
Ability to purchase pass through your employer or school
Receive a tax break or use pre-tax dollars to purchase the pass from your employer or school

[IF Q56=4 or 5] What improvements would most increase your likelihood to use MBTA services? [OPEN END]

How do you most frequently travel?
Drive alone
Drive with family
Carpool with non-family member
Bike/walk
(Not applicable)



DEMOGRAPHIC QUESTIONS

The last few questions are for statistical purposes only, but you do not have to answer any question you are not comfortable with.

Do you have an automobile available for your use?

Yes
No
(Don’t know)
(Refused)

How many people live in your household? _____________

I’m going to read a few household income ranges. Please let me know which range best describes your household income.

Less than $20,000
$20,000 or greater but less than $40,000
$40,000 or greater but less than $60,000
$60,000 or greater but less than $80,000
$80,000 or greater

CLOSING
Thank you for participating in this survey. As I mentioned, TransitWorks is a non-profit organization working to promote and improve transit. Would 
you like to join the TransitWorks email or mailing list?

No -> Thank you again and have a nice evening.
Yes -> May I have your first name and an email address? [IF RESPONDENT DOES NOT USE EMAIL, REQUEST POSTAL ADDRESS]. Thank you again 
and have a nice evening.

[NOTE TO INTERVIEWER, IF RESPONDENT ASKS WHAT BEING ON THE MAILING LIST WILL MEAN, READ: “You will receive the quarterly 
newsletter and occasional emails about opportunities to give feedback on your transit experiences.”]
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TABLE A: 2008 IMPORTANCE BY MODE BUS SUBWAY C.RAIL THE RIDE C.BOAT SILVER LINE
RESPONDENTS 111 289 124 16 1 6

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 3.87 4.06 4.23 4.38 2 3.67

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.66 3.74 3.97 4.5 2 4

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 3.88 4.27 4.53 4.38 1 3.67

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.49 4.05 3.98 3.88 5 3.67

ANNOUNCEMENTS IN VEHICLES 3.65 4.22 4.31 3.88 5 4

CUSTOMER SERVICE 4.07 3.9 3.9 3.75 2 4.67

CLEANLINESS OF STATIONS AND STOPS 3.89 3.83 3.82 3.5 4 4.33

CLEANLINESS OF VEHICLES 3.87 3.98 3.97 3.63 4 4.67

AVAILABILITY OF SEATING ON VEHICLES 3.97 4.04 4.13 4.13 5 4

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 4.05 4.11 3.95 4.5 1 4.33

SERVICE RELIABILITY 4.24 4.47 4.6 4.38 1 4

PERSONAL SAFETY 4.32 4.42 4.52 3.25 4 4.67

FREQUENCY OF SERVICE 4.21 4.36 4.24 4.25 1 4

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.81 3.26 3.45 3.75 1 4.67

AVAILABILITY OF PARKING AT OR NEAR STATIONS 2.1 3.21 3.6 3.13 5 1.67

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR 
BICYCLE

3.13 3.45 3.63 3.88 5 3.33

APPENDIX 3: IMPORTANCE SCORES



TABLE B: 2006 IMPORTANCE BY MODE BUS SUBWAY C.RAIL THE RIDE C.BOAT SILVER LINE OTHER
RESPONDENTS 161 203 23 7 4 NA 2

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 4 3.7 4.3 3.9 3.5 NA 3.5

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.07 3.5 3.4 3.9 3.5 NA 3

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 4.1 4 4.2 3.9 2.5 NA 4

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.7 3.5 4.1 3.4 2.3 NA 3

ANNOUNCEMENTS IN VEHICLES 3.7 3.7 4.1 3.7 2.3 NA 3.5

CUSTOMER SERVICE 4.1 3.8 4.3 4.4 2.5 NA 3.5

CLEANLINESS OF STATIONS AND STOPS 4.1 4.1 4.1 3.7 4.3 NA 5

CLEANLINESS OF VEHICLES 4.2 4.2 4.2 4.6 4.3 NA 4.5

AVAILABILITY OF SEATING ON VEHICLES 4 3.6 4 3.7 4 NA 2

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 4.1 4 4.2 4.4 4 NA 4.5

SERVICE RELIABILITY 4.6 4.6 4.7 4.9 4.8 NA 4.5

PERSONAL SAFETY 4.6 4.7 4.7 4.9 4 NA 4.5

FREQUENCY OF SERVICE 4.5 4.5 4.7 4.3 3.8 NA 4.5

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.9 3.9 3.4 3.9 1.8 NA 2.5

AVAILABILITY OF PARKING AT OR NEAR STATIONS 3 3 3.6 4.1 2.8 NA 4

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.6 3.9 3.8 3.6 3.3 NA 3

TABLE C: 2008 IMPORTANCE BY GEOGRAPHY URBAN INNER CORE REGION
RESPONDENTS 138 119 140

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 3.96 3.98 4.08

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.75 3.73 3.86

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 4.14 4.14 4.36

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.89 3.96 3.85

ANNOUNCEMENTS IN VEHICLES 4.07 4.18 4.09

CUSTOMER SERVICE 4.01 3.78 3.94

CLEANLINESS OF STATIONS AND STOPS 3.93 3.68 3.78

CLEANLINESS OF VEHICLES 3.99 3.83 4.01

AVAILABILITY OF SEATING ON VEHICLES 3.99 4.09 4.15

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 4.17 4.07 4.11

SERVICE RELIABILITY 4.42 4.42 4.48

PERSONAL SAFETY 4.3 4.29 4.47

FREQUENCY OF SERVICE 4.29 4.29 4.4

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.69 3.15 3.42

AVAILABILITY OF PARKING AT OR NEAR STATIONS 2.96 3.26 3.14

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.44 3.22 3.45



TABLE D: 2006 IMPORTANCE BY GEOGRAPHY URBAN INNER CORE REGION
RESPONDENTS 299 70 31

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 3.9 3.8 4.1

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.6 3.5 3.8

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 4.1 3.9 4.3

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.6 3.6 4

ANNOUNCEMENTS IN VEHICLES 3.7 3.7 4

CUSTOMER SERVICE 3.9 3.9 4.2

CLEANLINESS OF STATIONS AND STOPS 4.1 4.2 4.3

CLEANLINESS OF VEHICLES 4.2 4.2 4.4

AVAILABILITY OF SEATING ON VEHICLES 3.7 3.8 4

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 4.1 4.1 4.1

SERVICE RELIABILITY 4.6 4.6 4.7

PERSONAL SAFETY 4.6 4.7 4.7

FREQUENCY OF SERVICE 4.5 4.5 4.5

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.8 3.8 3.8

AVAILABILITY OF PARKING AT OR NEAR STATIONS 2.8 3.5 4.1

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.8 3.6 4

TABLE E: 2008 IMPORTANCE BY FREQUENCY OF USE DAILY/ALMOST 
DAILY

FEW TIMES 
PER WEEK

FEW TIMES 
PER MONTH

LESS THAN A FEW 
TIMES PER MONTH

RESPONDENTS 105 84 88 120

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 3.94 4.14 4.16 3.87

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.73 3.95 3.89 3.63

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 4.01 4.38 4.34 4.2

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.59 4.24 4 3.85

ANNOUNCEMENTS IN VEHICLES 3.78 4.42 4.25 4.07

CUSTOMER SERVICE 4.02 3.9 3.75 3.95

CLEANLINESS OF STATIONS AND STOPS 3.79 3.76 3.68 3.93

CLEANLINESS OF VEHICLES 3.89 3.86 3.91 4.1

AVAILABILITY OF SEATING ON VEHICLES 3.99 3.86 4.02 4.35

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 4.2 3.98 4.16 4.12

SERVICE RELIABILITY 4.49 4.48 4.43 4.38

PERSONAL SAFETY 4.36 4.33 4.25 4.45

FREQUENCY OF SERVICE 4.37 4.43 4.27 4.27

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.59 3.76 3.05 3.35

AVAILABILITY OF PARKING AT OR NEAR STATIONS 2.71 2.67 3.14 3.75

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.17 3.45 3.48 3.43



TABLE F: 2006 IMPORTANCE BY FREQUENCY OF USE DAILY/ALMOST 
DAILY

FEW TIMES 
PER WEEK

FEW TIMES 
PER MONTH

LESS THAN A FEW 
TIMES PER MONTH

RESPONDENTS 148 59 92 100

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 4 3.6 3.9 3.8

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.8 3.7 3.6 3.3

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 4.2 4 4 3.9

ANNOUNCEMENTS AND MESSAGES IN STATIONS 4 3.4 3.5 3.4

ANNOUNCEMENTS IN VEHICLES 4 3.5 3.6 3.6

CUSTOMER SERVICE 4.2 3.6 3.9 3.8

CLEANLINESS OF STATIONS AND STOPS 4.2 4.1 4.1 4.1

CLEANLINESS OF VEHICLES 4.2 4.1 4.2 4.2

AVAILABILITY OF SEATING ON VEHICLES 3.9 3.9 3.6 3.7

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 4.1 4.1 4 4

SERVICE RELIABILITY 4.6 4.4 4.7 4.6

PERSONAL SAFETY 4.6 4.5 4.7 4.8

FREQUENCY OF SERVICE 4.5 4.5 4.5 4.5

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 4 3.9 3.7 3.7

AVAILABILITY OF PARKING AT OR NEAR STATIONS 2.9 2.6 2.8 3.7

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.7 3.8 3.8 3.8

TABLE G: 2008 IMPORTANCE BY TRIP PURPOSE WORK SCHOOL ERRANDS RECREATION/SOCIAL
RESPONDENTS 136 34 228 154

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 3.84 4.35 4.07 4.04

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.69 4 3.82 3.64

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 4.15 4.18 4.23 4.23

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.97 3.17 3.89 3.92

ANNOUNCEMENTS IN VEHICLES 4.19 3.71 4.04 4.29

CUSTOMER SERVICE 4.03 3.82 3.89 3.84

CLEANLINESS OF STATIONS AND STOPS 3.68 3.94 3.82 3.86

CLEANLINESS OF VEHICLES 3.75 4.06 3.97 4.04

AVAILABILITY OF SEATING ON VEHICLES 4.01 4.12 4.14 4.16

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 4.24 3.94 4.08 4

SERVICE RELIABILITY 4.53 4.53 4.39 4.57

PERSONAL SAFETY 4.28 4.59 4.34 4.34

FREQUENCY OF SERVICE 4.46 4.06 4.27 4.34

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.43 3.29 3.54 3.14

AVAILABILITY OF PARKING AT OR NEAR STATIONS 2.85 2.29 3.17 3.36

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.29 2.94 3.46 3.44



TABLE H: 2006 IMPORTANCE BY TRIP PURPOSE WORK SCHOOL ERRANDS RECREATION/SOCIAL
RESPONDENTS 202 30 108 60

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 3.9 4.1 3.8 3.9

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.7 3.7 3.6 3.4

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 4.1 3.8 4.1 4.1

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.7 3.3 3.5 3.6

ANNOUNCEMENTS IN VEHICLES 3.7 3.5 3.6 4

CUSTOMER SERVICE 4 3.7 3.9 4

CLEANLINESS OF STATIONS AND STOPS 4.2 3.6 4.2 4

CLEANLINESS OF VEHICLES 4.2 4 4.2 4.3

AVAILABILITY OF SEATING ON VEHICLES 3.7 3.8 3.9 3.9

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 4 4.2 4.1 4

SERVICE RELIABILITY 4.6 4.5 4.5 4.6

PERSONAL SAFETY 4.6 4.7 4.8 4.7

FREQUENCY OF SERVICE 4.6 4.3 4.4 4.6

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.8 4 3.9 3.9

AVAILABILITY OF PARKING AT OR NEAR STATIONS 3.1 2.5 2.8 3.4

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.6 4.2 3.7 4

TABLE I: 2008 IMPORTANCE BY TRIP TIME LESS THAN 20 MIN. 20-30 MIN. 30-60 MIN. 60+ MIN.
RESPONDENTS 82 116 144 55

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 3.89 3.95 4.08 4.18

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.82 3.86 3.68 3.85

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 4.18 4.14 4.31 4.13

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.73 4.02 3.85 3.84

ANNOUNCEMENTS IN VEHICLES 405 4.19 4.11 3.87

CUSTOMER SERVICE 4.13 4 3.77 3.78

CLEANLINESS OF STATIONS AND STOPS 3.96 3.81 3.83 3.42

CLEANLINESS OF VEHICLES 4.01 3.97 4.05 3.45

AVAILABILITY OF SEATING ON VEHICLES 4.06 4.07 4.15 3.91

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 4.1 4.29 4 4.02

SERVICE RELIABILITY 4.23 4.43 4.59 4.31

PERSONAL SAFETY 4.19 4.38 4.42 4.15

FREQUENCY OF SERVICE 4.35 4.29 4.33 4.35

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.73 3.55 3.44 2.93

AVAILABILITY OF PARKING AT OR NEAR STATIONS 2.19 3.1 3.47 3.44

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.51 3.36 3.23 3.69



TABLE J: 2006 IMPORTANCE BY TRIP TIME LESS THAN 20 MIN. 20-30 MIN. 30-60 MIN. 60+ MIN.
RESPONDENTS 147 111 120 20

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 3.9 3.8 3.8 4.4

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.6 3.5 3.6 4.1

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 4 4.1 4.1 4

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.6 3.6 3.6 4.2

ANNOUNCEMENTS IN VEHICLES 3.8 3.7 3.7 4.1

CUSTOMER SERVICE 4.1 3.9 3.9 4.1

CLEANLINESS OF STATIONS AND STOPS 4.2 4.2 4 4.3

CLEANLINESS OF VEHICLES 4.2 4.2 4 4.5

AVAILABILITY OF SEATING ON VEHICLES 3.7 3.9 3.7 4.3

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 4.1 4.1 3.9 4.5

SERVICE RELIABILITY 4.7 4.4 4.6 4.8

PERSONAL SAFETY 4.7 4.6 4.5 4.9

FREQUENCY OF SERVICE 4.6 4.4 4.5 4.8

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.7 4 3.8 4.1

AVAILABILITY OF PARKING AT OR NEAR STATIONS 3 3.2 2.8 3.4

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.8 3.6 3.8 4.1

TABLE K: 2008 IMPORTANCE BY INCOME LESS THAN 40,000 40,000-80,000 80,0000+ NA
RESPONDENTS 210 213 48 30

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 4.08 3.97 3.93 4.04

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.79 3.82 3.6 3.75

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 4.1 4.29 4.42 4.17

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.83 3.96 4.07 3.58

ANNOUNCEMENTS IN VEHICLES 4.04 4.17 4.33 3.67

CUSTOMER SERVICE 3.91 3.89 3.88 4.17

CLEANLINESS OF STATIONS AND STOPS 3.67 3.86 4 3.88

CLEANLINESS OF VEHICLES 3.88 3.96 4.14 3.96

AVAILABILITY OF SEATING ON VEHICLES 4.12 4.05 4.02 4.13

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 4.13 4.14 4.05 4.04

SERVICE RELIABILITY 4.38 4.48 4.49 4.42

PERSONAL SAFETY 4.27 4.41 4.37 4.5

FREQUENCY OF SERVICE 4.29 4.39 4.33 4.17

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.68 3.24 3.33 3.54

AVAILABILITY OF PARKING AT OR NEAR STATIONS 3.07 3.2 3.07 2.79

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.25 3.44 3.53 3.38



TABLE L: 2006 IMPORTANCE BY INCOME LESS THAN 40,000 40,000-80,000 80,0000+ NA
RESPONDENTS 78 105 82 135

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 4.1 3.9 3.6

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.9 3.5 3

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 4.1 4 3.9

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.9 3.4 3.3

ANNOUNCEMENTS IN VEHICLES 4 3.6 3.4

CUSTOMER SERVICE 4.1 4.1 3.5

CLEANLINESS OF STATIONS AND STOPS 4.4 4.1 3.7

CLEANLINESS OF VEHICLES 4.2 4.2 4

AVAILABILITY OF SEATING ON VEHICLES 4.2 3.6 3.2

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 4.4 4 3.8

SERVICE RELIABILITY 4.5 4.6 4.8

PERSONAL SAFETY 4.7 4.6 4.6

FREQUENCY OF SERVICE 4.6 4.6 4.6

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 4 3.7 3.3

AVAILABILITY OF PARKING AT OR NEAR STATIONS 3.1 3.2 2.8

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.8 3.6 3.8



RIDERSHIP08
TABLE M: 2008 SATISFACTION BY MODE BUS SUBWAY C.RAIL THE RIDE C.BOAT SL
RESPONDENTS 111 289 124 16 1 6

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 3.79 4 4.19 4.38 5 3.67

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.32 3.71 3.84 3.38 5 3.67

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 3.77 3.93 3.95 4.13 4 4

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.82 3.71 3.77 3.5 4 3.67

ANNOUNCEMENTS IN VEHICLES 3.93 3.72 3.65 3.63 4 4

CUSTOMER SERVICE 3.54 3.58 3.61 4.25 3 3.63

CLEANLINESS OF STATIONS AND STOPS 3.34 3.46 3.45 2.88 5 3

CLEANLINESS OF VEHICLES 3.6 3.48 3.42 3.75 5 3

AVAILABILITY OF SEATING ON VEHICLES 3.46 3.43 3.73 3.13 4 3.33

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 3.41 3.45 3.79 3.25 4 3.33

SERVICE RELIABILITY 3.57 3.7 3.84 3.13 2 3.33

PERSONAL SAFETY 3.83 3.96 4.1 4.13 5 3.67

FREQUENCY OF SERVICE 3.39 3.48 3.76 2.88 4 3.33

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.47 3.37 3.44 2.75 3 3.67

AVAILABILITY OF PARKING AT OR NEAR STATIONS 2.57 2.98 3.19 3.5 1 2.67

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.27 3.44 3.66 3.88 3 4.33

APPENDIX 4: SATISFACTION SCORES



TABLE N: 2006 SATISFACTION BY MODE BUS SUBWAY C.RAIL THE RIDE C.BOAT OTHER
RESPONDENTS 161 203 23 7 4 2

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 3.7 3.7 4 3.7 3.8 4

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.4 3.3 3.7 3.4 3 3

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 3.8 3.7 3.7 3.6 3 3.5

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.3 3.2 3.3 3.6 2.8 3.5

ANNOUNCEMENTS IN VEHICLES 3.4 3.3 3.3 3.7 2.5 4.5

CUSTOMER SERVICE 3.3 3.3 3.6 4.4 3.3 3.5

CLEANLINESS OF STATIONS AND STOPS 3.3 3.3 3.5 2.9 2.3 2.5

CLEANLINESS OF VEHICLES 3.3 3.2 3.7 3.3 2.3 1.5

AVAILABILITY OF SEATING ON VEHICLES 3.4 3.5 3.7 3.7 4 2.5

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 3.3 3.6 3.5 4.4 2.8 2.5

SERVICE RELIABILITY 3.3 3.6 3.3 4.3 4 4

PERSONAL SAFETY 3.9 4 4.1 4.3 3.5 4.5

FREQUENCY OF SERVICE 3.1 3.6 3.2 4.1 3.5 4

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.2 2.9 2.9 36 2 3

AVAILABILITY OF PARKING AT OR NEAR STATIONS 2.8 2.8 3.6 3.6 2.3 2.5

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.7 3.7 3.6 3.3 2.5 4

TABLE O: 2008 SATISFACTION BY GEOGRAPHY URBAN INNER CORE REGION
RESPONDENTS 138 119 140

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 3.88 4 4.17

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.59 3.74 3.75

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 3.94 3.96 4.05

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.63 3.8 3.71

ANNOUNCEMENTS IN VEHICLES 3.78 3.76 3.65

CUSTOMER SERVICE 3.61 3.51 3.79

CLEANLINESS OF STATIONS AND STOPS 3.49 3.45 3.54

CLEANLINESS OF VEHICLES 3.54 3.44 3.51

AVAILABILITY OF SEATING ON VEHICLES 3.43 3.48 3.66

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 3.49 3.52 3.56

SERVICE RELIABILITY 3.64 3.84 3.83

PERSONAL SAFETY 3.99 4.04 4.04

FREQUENCY OF SERVICE 3.49 3.53 3.53

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.38 3.26 3.55

AVAILABILITY OF PARKING AT OR NEAR STATIONS 2.94 3.18 3.02

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.39 3.53 3.68



TABLE P: 2006 SATISFACTION BY GEOGRAPHY URBAN INNER CORE REGION
RESPONDENTS 299 70 31

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 3.7 3.7 4

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.3 3.5 3.4

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 3.7 3.7 3.9

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.2 3.2 3.5

ANNOUNCEMENTS IN VEHICLES 3.3 3.2 3.4

CUSTOMER SERVICE 3.3 3.3 3.7

CLEANLINESS OF STATIONS AND STOPS 3.3 3.1 3.7

CLEANLINESS OF VEHICLES 3.3 3 3.6

AVAILABILITY OF SEATING ON VEHICLES 3.5 3.3 3.7

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 3.5 3.4 3.6

SERVICE RELIABILITY 3.5 3.3 3.7

PERSONAL SAFETY 3.9 3.9 4.2

FREQUENCY OF SERVICE 3.4 3.5 3.6

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.1 2.9 2.8

AVAILABILITY OF PARKING AT OR NEAR STATIONS 2.8 3 3

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.7 3.5 4

TABLE Q: 2008 SATISFACTION BY FREQUENCY OF USE DAILY/ALMOST 
DAILY

FEW TIMES 
PER WEEK

FEW TIMES 
PER MONTH

LESS THAN A FEW 
TIMES PER MONTH

RESPONDENTS 105 84 88 120

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 3.8 4.21 4.09 4.02

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.42 3.88 3.73 3.77

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 3.7 4.24 4.11 3.97

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.47 4.05 3.57 3.78

ANNOUNCEMENTS IN VEHICLES 3.47 4.05 3.61 3.82

CUSTOMER SERVICE 3.34 3.71 3.68 3.83

CLEANLINESS OF STATIONS AND STOPS 3.4 3.45 3.48 3.62

CLEANLINESS OF VEHICLES 3.34 3.38 3.66 3.6

AVAILABILITY OF SEATING ON VEHICLES 3.47 3.26 3.8 3.57

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 3.18 3.5 3.77 3.67

SERVICE RELIABILITY 3.22 3.86 4.05 3.98

PERSONAL SAFETY 3.84 4.24 3.93 4.1

FREQUENCY OF SERVICE 3.26 3.6 3.48 3.72

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.19 3.48 3.44 3.52

AVAILABILITY OF PARKING AT OR NEAR STATIONS 2.71 3.05 2.86 3.45

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.3 3.67 3.3 3.82



TABLE R: 2006 SATISFACTION BY FREQUENCY OF USE DAILY/ALMOST 
DAILY

FEW TIMES 
PER WEEK

FEW TIMES 
PER MONTH

LESS THAN A FEW 
TIMES PER MONTH

RESPONDENTS 148 59 92 100

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 3.8 3.5 3.8 3.6

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.5 3.2 3.3 3.3

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 3.8 3.5 3.7 3.8

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.3 3.2 3.1 3.2

ANNOUNCEMENTS IN VEHICLES 3.4 3.3 3.3 3.2

CUSTOMER SERVICE 3.3 3 3.4 3.5

CLEANLINESS OF STATIONS AND STOPS 3.4 3.2 3.4 3.1

CLEANLINESS OF VEHICLES 3.3 3.3 3.3 3.2

AVAILABILITY OF SEATING ON VEHICLES 3.4 3.4 3.6 3.6

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 3.4 3.3 3.6 3.6

SERVICE RELIABILITY 3.2 3.5 3.6 3.6

PERSONAL SAFETY 3.9 3.7 4.2 3.9

FREQUENCY OF SERVICE 3.2 3.4 3.6 3.6

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.5 2.6 3.1 2.5

AVAILABILITY OF PARKING AT OR NEAR STATIONS 3 2.4 2.6 3.1

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.8 3.3 3.8 3.5

TABLE S: 2008 SATISFACTION BY TRIP PURPOSE WORK SCHOOL ERRANDS RECREATION/SOCIAL
RESPONDENTS 136 34 228 154

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 3.81 4.18 4.04 3.99

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.54 3.94 3.67 3.69

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 3.81 4 4 4

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.63 3.76 3.68 3.78

ANNOUNCEMENTS IN VEHICLES 3.74 3.59 3.69 3.75

CUSTOMER SERVICE 3.28 3.41 3.72 3.82

CLEANLINESS OF STATIONS AND STOPS 3.25 3.65 3.5 3.35

CLEANLINESS OF VEHICLES 3.18 3.71 3.51 3.39

AVAILABILITY OF SEATING ON VEHICLES 3.16 3.82 3.54 3.53

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 3.21 3.88 3.5 3.38

SERVICE RELIABILITY 3.29 3.94 3.75 3.82

PERSONAL SAFETY 3.82 4.29 3.98 3.99

FREQUENCY OF SERVICE 3.34 3.53 3.44 3.3

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.81 3.41 3.49 3.27

AVAILABILITY OF PARKING AT OR NEAR STATIONS 2.79 2.47 3.04 3.23

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.43 3.35 3.47 3.69



TABLE T: 2006 SATISFACTION BY TRIP PURPOSE WORK SCHOOL ERRANDS RECREATION/SOCIAL
RESPONDENTS 202 30 108 60

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 3.7 3.9 3.6 3.8

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.4 3.3 3.3 3.3

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 3.7 3.6 3.8 3.7

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.1 3.5 3.4 3.2

ANNOUNCEMENTS IN VEHICLES 3.2 3.6 3.5 3.2

CUSTOMER SERVICE 3.2 3.4 3.5 3.6

CLEANLINESS OF STATIONS AND STOPS 3.3 3.3 3.5 3.2

CLEANLINESS OF VEHICLES 3.2 3 3.5 3.2

AVAILABILITY OF SEATING ON VEHICLES 3.4 3.3 3.6 3.6

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 3.4 3.6 3.5 3.6

SERVICE RELIABILITY 3.3 3.4 3.8 3.5

PERSONAL SAFETY 3.8 3.7 4.1 4.1

FREQUENCY OF SERVICE 3.2 3.3 3.8 3.6

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.1 3.1 3.2 2.7

AVAILABILITY OF PARKING AT OR NEAR STATIONS 2.9 2.9 2.8 2.8

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.6 3.6 3.8 3.9

TABLE U: 2008 SATISFACTION BY TRIP TIME LESS THAN 20 MIN. 20-30 MIN. 30-60 MIN. 60+ MIN.
RESPONDENTS 82 116 144 55

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 4.15 4 3.93 4.09

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.78 3.71 3.51 3.98

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 4.24 4.05 3.85 3.82

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.85 3.76 3.67 3.49

ANNOUNCEMENTS IN VEHICLES 4.02 3.79 3.57 3.56

CUSTOMER SERVICE 3.73 3.78 3.65 3.22

CLEANLINESS OF STATIONS AND STOPS 3.95 3.69 3.32 2.85

CLEANLINESS OF VEHICLES 3.83 3.67 3.36 3

AVAILABILITY OF SEATING ON VEHICLES 3.9 3.57 3.4 3.2

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 3.63 3.55 3.44 3.53

SERVICE RELIABILITY 4.17 3.93 3.58 3.31

PERSONAL SAFETY 4.17 4.1 3.9 3.95

FREQUENCY OF SERVICE 3.76 3.59 3.31 3.56

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.71 3.38 3.4 3

AVAILABILITY OF PARKING AT OR NEAR STATIONS 2.93 3.16 2.99 3.11

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.49 3.66 3.5 3.44



TABLE V: 2006 SATISFACTION BY TRIP TIME LESS THAN 20 MIN. 20-30 MIN. 30-60 MIN. 60+ MIN.
RESPONDENTS 147 111 120 20

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 3.9 3.6 3.5 3.7

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.5 3.2 3.2 3.7

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 3.8 3.8 3.6 3.6

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.4 3.1 3 3.6

ANNOUNCEMENTS IN VEHICLES 3.4 3.4 3.1 3.5

CUSTOMER SERVICE 3.5 3.4 3.1 3.3

CLEANLINESS OF STATIONS AND STOPS 3.4 3.5 3.1 3.3

CLEANLINESS OF VEHICLES 3.3 3.4 3.1 3

AVAILABILITY OF SEATING ON VEHICLES 3.7 3.5 3.3 3

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 3.6 3.5 3.3 3.4

SERVICE RELIABILITY 3.7 3.5 3.2 2.7

PERSONAL SAFETY 4.2 3.8 3.7 4

FREQUENCY OF SERVICE 3.7 3.5 3.1 2.8

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.1 3.1 2.9 3.4

AVAILABILITY OF PARKING AT OR NEAR STATIONS 2.8 3.1 2.6 3.2

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.8 3.7 3.5 3.2

TABLE W: 2008 SATISFACTION BY INCOME LESS THAN 40,000 40,000-80,000 80,0000+ NA
RESPONDENTS 210 213 48 30

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 3.85 4.16 4.02 3.96

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.51 3.87 3.6 3.63

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 3.93 4.03 3.88 4.17

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.84 3.67 3.49 3.54

ANNOUNCEMENTS IN VEHICLES 3.83 3.71 3.56 3.58

CUSTOMER SERVICE 3.83 3.5 3.42 3.96

CLEANLINESS OF STATIONS AND STOPS 3.61 3.37 3.56 3.54

CLEANLINESS OF VEHICLES 3.62 3.37 3.58 3.58

AVAILABILITY OF SEATING ON VEHICLES 3.59 3.47 3.58 3.5

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 3.54 3.52 3.56 3.46

SERVICE RELIABILITY 3.81 3.77 3.51 4

PERSONAL SAFETY 4 4.06 4 3.92

FREQUENCY OF SERVICE 3.47 3.57 3.35 3.67

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.58 3.31 3.14 3.5

AVAILABILITY OF PARKING AT OR NEAR STATIONS 2.99 3.1 2.91 3.17

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.45 3.57 3.58 3.67



TABLE X: 2006 SATISFACTION BY INCOME LESS THAN 40,000 40,000-80,000 80,0000+ NA
RESPONDENTS 78 105 82 135

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 3.8 3.7 3.6

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.7 3.4 3.3

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 3.8 3.7 3.7

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.6 3 3

ANNOUNCEMENTS IN VEHICLES 3.6 3.2 3.2

CUSTOMER SERVICE 3.6 3.3 3.1

CLEANLINESS OF STATIONS AND STOPS 3.7 3.2 3.3

CLEANLINESS OF VEHICLES 3.6 3.3 3

AVAILABILITY OF SEATING ON VEHICLES 3.7 3.5 3.5

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 3.8 3.5 3.4

SERVICE RELIABILITY 3.7 3.2 3.5

PERSONAL SAFETY 4.1 3.9 4

FREQUENCY OF SERVICE 3.7 3.3 3.2

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.6 2.9 2.6

AVAILABILITY OF PARKING AT OR NEAR STATIONS 2.9 3 2.7

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.8 3.6 3.9

TABLE Y: 2008 SATISFACTION BY SUBWAY LINE BLUE LINE GREEN LINE ORANGE LINE RED LINE
RESPONDENTS 31 95 61 183

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 4.16 3.91 3.72 4.06

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.77 3.44 3.49 3.93

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 4 3.75 3.77 4.02

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.68 3.39 3.67 3.84

ANNOUNCEMENTS IN VEHICLES 3.48 3.43 3.67 3.9

CUSTOMER SERVICE 3.58 3.57 3.59 3.52

CLEANLINESS OF STATIONS AND STOPS 3.9 3.44 3.36 3.45

CLEANLINESS OF VEHICLES 3.84 3.57 3.36 3.43

AVAILABILITY OF SEATING ON VEHICLES 3.74 3.47 3.38 3.42

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 3.48 3.49 3.05 3.49

SERVICE RELIABILITY 3.55 3.52 3.28 3.83

PERSONAL SAFETY 3.84 3.82 3.69 4.11

FREQUENCY OF SERVICE 3.55 3.28 3.18 3.64

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.65 3.08 3.46 3.37

AVAILABILITY OF PARKING AT OR NEAR STATIONS 2.87 2.81 2.64 2.95

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.26 3.38 3.16 3.57



TABLE Z: 2008 SATISFACTION BY COMMUTER RAIL LINE FAIRMONT FITCHBURG-
S.ACTON

FRAMINGHAM-
WORCESTER

FRANKLIN GREENBUSH

RESPONDENTS 0 4 12 46 0

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 4 4 4.35

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3 3.83 4

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 3 3.17 4.09

ANNOUNCEMENTS AND MESSAGES IN STATIONS 4.5 4.5 3.48

ANNOUNCEMENTS IN VEHICLES 5 4.33 3.13

CUSTOMER SERVICE 3 4.17 3.65

CLEANLINESS OF STATIONS AND STOPS 4 4 3.48

CLEANLINESS OF VEHICLES 4 4 3.3

AVAILABILITY OF SEATING ON VEHICLES 4.5 4.17 3.78

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 4.5 3.83 3.7

SERVICE RELIABILITY 5 4.17 3.7

PERSONAL SAFETY 4 4.5 4.09

FREQUENCY OF SERVICE 4 2.83 3.96

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3 3.17 3.78

AVAILABILITY OF PARKING AT OR NEAR STATIONS 3 3.33 3.3

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3 4 3.65

HAVERHILL-
READING

PLYMOUTH-
KINGSTON

LOWELL MIDDLEBOROUGH-
LAKEVILLE

NEEDHAM NEWBURYPORT-
ROCKPORT

PROVIDENCE-
STOUGHTON

4 22 4 0 8 10 4
4.5 4.36 4 4.25 4.6 2.5
3.5 4.09 4 3.75 4.2 3.5

4 4.36 4.5 3.75 4.8 2.5
4.5 4 4 4.25 3.8 3.5
4.5 4 4.5 4 3.8 4

4 3.45 4.5 4 2.8 3.5
3 2.91 4 3.5 3.8 2.5
3 2.82 4 3.75 3.6 2.5
3 3.09 4.5 4.5 4.4 3.5
4 3.73 4 4.5 3.8 2.5
4 4 4.5 4.25 4 2.5
4 4.27 4 4.5 4.6 2.5
4 4.36 4.5 3.75 3.4 4

3.5 3 4.5 3.25 3.2 3.5
2 3.09 3 3 3.8 3

3.5 3.73 3 4 3.8 2



TABLE AA: 2008 SATISFACTION BY GENDER MALE FEMALE
RESPONDENTS 197 200

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 4.01 4.03

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.59 3.79

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 3.91 4.06

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.7 3.72

ANNOUNCEMENTS IN VEHICLES 3.69 3.77

CUSTOMER SERVICE 3.64 3.65

CLEANLINESS OF STATIONS AND STOPS 3.56 3.43

CLEANLINESS OF VEHICLES 3.56 3.44

AVAILABILITY OF SEATING ON VEHICLES 3.54 3.51

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 3.61 3.44

SERVICE RELIABILITY 3.7 3.84

PERSONAL SAFETY 3.97 4.07

FREQUENCY OF SERVICE 3.48 3.55

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.42 3.39

AVAILABILITY OF PARKING AT OR NEAR STATIONS 3.04 3.05

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.54 3.53

TABLE AB: 2008 SATISFACTION BY RACE ASIAN/PACIFIC 
ISLANDER

BLACK/AFRICAN 
AMERICAN

LATINO/
HISPANIC

WHITE

RESPONDENTS 16 39 24 316

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 3.27 3.77 4 4.09

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 2.93 3.41 3.33 3.79

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 3.4 3.95 3.83 4.03

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.13 3.79 3.5 3.76

ANNOUNCEMENTS IN VEHICLES 2.87 3.9 3.5 3.78

CUSTOMER SERVICE 3.4 3.46 3.42 3.7

CLEANLINESS OF STATIONS AND STOPS 3.93 3.62 3.33 3.47

CLEANLINESS OF VEHICLES 4.07 3.26 3.25 3.53

AVAILABILITY OF SEATING ON VEHICLES 3.93 3.59 3.42 3.51

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 3.8 3.28 3.25 3.57

SERVICE RELIABILITY 4.07 3.54 3.58 3.8

PERSONAL SAFETY 4.33 3.67 3.75 4.07

FREQUENCY OF SERVICE 3.8 3.18 3.25 3.57

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.33 3.72 3.33 3.37

AVAILABILITY OF PARKING AT OR NEAR STATIONS 3 2.69 2.33 3.13

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.47 3.56 3.17 3.55



TABLE AC: 2008 SATISFACTION BY AGE 18-24 25-34 35-44 45-64 60+
RESPONDENTS 30 42 51 176 98

INFORMATION ABOUT SERVICES (MAPS & SCHEDULES) 3.53 3.95 3.86 4.15 4.04

INFORMATION ABOUT PROJECTS AND SERVICE CHANGES 3.33 3.95 3.59 3.65 3.82

INFORMATIONAL SIGNAGE AT STATIONS AND STOPS 3.6 4.05 3.96 3.91 4.22

ANNOUNCEMENTS AND MESSAGES IN STATIONS 3.73 3.86 3.96 3.58 3.73

ANNOUNCEMENTS IN VEHICLES 3.53 3.9 3.84 3.59 3.9

CUSTOMER SERVICE 3.33 3.38 3.51 3.61 3.98

CLEANLINESS OF STATIONS AND STOPS 3.4 3.43 2.88 3.57 3.73

CLEANLINESS OF VEHICLES 3.27 3.48 2.8 3.59 3.78

AVAILABILITY OF SEATING ON VEHICLES 3.67 3.38 2.98 3.52 3.84

PERSONAL COMFORT ON VEHICLES (TEMPERATURE & CROWDING) 3.67 3.1 2.94 3.64 3.78

SERVICE RELIABILITY 3.73 3.76 3.49 3.76 3.94

PERSONAL SAFETY 3.73 4.1 3.78 4.07 4.12

FREQUENCY OF SERVICE 3.47 3.43 3.41 3.43 3.78

ACCESSIBILITY OF SYSTEMS BY PERSONS WITH DISABILITIES 3.2 3.43 3.39 3.19 3.84

AVAILABILITY OF PARKING AT OR NEAR STATIONS 2.8 3.24 2.96 2.99 3.16

ABILITY TO GET TO PLATFORMS AND STATIONS ON FOOT OR BICYCLE 3.27 3.29 3.39 3.68 3.53
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