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Wait Time

Wait Time Links Percentage
0-5 min.
6-10 min.
11-15 min.
16-20 min.
21-25 min.
26-30 min.
31-60 min.
60+
NA
Total

959 71%
247 18%
72 5%
24 2%
16 1%
0 0%
1 0%
0 0%
32 2%
1351 100%

2.4%

0.1%1.2%
1.8%

5.3%

18.3%

71.0%

0-5 min. 6-10 min.
11-15 min. 16-20 min.
21-25 min. 26-30 min.
31-60 min. 60+
NA

Wait Time:
Defined as the amount of time 
spent at the station, stop, or 
platform before the vehicle 
arrived.  This makes no inference 
as to whether the vehicle was late 
or not.

PG.
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Wait Time Overall

Wait Time Overall Links Percentage
Highly Dissatisfied
Somewhat Dissatisfied
Neutral
Somewhat Satisfied
Highly Satisfied
NA
Total

77 3%
136 5%
341 14%
571 23%
1277 51%
89 4%
2491 100%

4%

51%

23%

14%

5%

3%

Highly Dissatisfied Somewhat Dissatisfied
Neutral Somewhat Satisfied
Highly Satisfied NA

Wait Time Overall:
Defined as the level of satisfaction 
with with the overall wait time for 
the individual link.

PG.
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On Time Performance

On Time Performance Links Percentage
0-5 min.
6-10 min.
11-15 min.
16-20 min.
21-25
26-30
30-60
60+
NA
Total

368 27%
51 4%
4 0%
7 1%
2 0%
0 0%
1 0%
1 0%
917 68%
1351 100% 67.9%

0.1%0.1%
0.1%

0.5%0.3%

3.8%

27.2%

0-5 min. 6-10 min.
11-15 min. 16-20 min.
21-25 26-30
30-60 60+
NA

On Time Performance:
Defined as the number of minutes 
the vehicle arrived later than the 
scheduled arrival time.  Please 
note that if a vehicle is late less 
than 30 minutes, it is still 
considered on time according to 
the MBTA published On-Time 
Service Guarantee.  Only those 
stating that their vehicle was 31 
minutes or more late are therefore 
considered late.

PG.
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Issues (Station, Stop, and/or Platform

Issues Links Percentage
Loud talking
Smoking
Talking on cell 
phone
Trouble caused 
by children or 
teenagers
No Issues
Other
Total

49 4%
46 3%
42 3%

18 1%

1126 83%
70 5%
1351 100%

5%

83% 1%
3%

3%

4%

Loud talking Smoking
Talking on cell phone Trouble caused by children or teenagers
No Issues Other

Issues:
Defined as either experiencing or 
observing disruptive behavior that 
negatively impacted the 
experience of the station, stop, or 
platform for the individual link.

PG.
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Announcements (Station, Stop, and/or Platform

Announcements Links Percentage
Yes
No
NA
Total

615 46%
388 29%
348 26%
1351 100%

26%

29%

46%

Yes No NA

Announcements:
Defined as either auditory or 
visual announcements of any 
nature experienced while 
occupying the station, stop, or 
platform during the individual link.

Rider Insight:
Many riders stated in their 
comments that they missed many 
of the announcements because of 
noise from the vehicles braking 
and other ambient distractions.

PG.
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Quality of Announcements (Station, Stop, and/or Platform)

Quality of Announcement Links Percentage
Yes
No
NA
Total

599 44%
27 2%
725 54%
1351 100%

54%

2%

44%

Yes No NA

Announcements:
Defined as the whether or not the 
auditory or visual announcements 
were understandable by the rider 
while occupying the station, stop, 
or platform during the individual 
link.

PG.
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Announcements (Station, Stop, and/or Platform)

Announcements Links Percentage
Highly Dissatisfied
Somewhat 
Dissatisfied
Neutral
Somewhat Satisfied
Highly Satisfied
NA
Total

111 8%
60 4%

236 17%
258 19%
231 17%
455 34%
1351 100%

34%

17%

19% 17%

4%

8%

Highly Dissatisfied Somewhat Dissatisfied
Neutral Somewhat Satisfied
Highly Satisfied NA

Announcements:
Defined as the level of the overall 
experience of the announcements 
at the stop, station, or platform for 
individual links. 

PG.
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Seating (Boarding)

Seating Links Percentage
Vehicle is empty
Some seats taken
All seats taken
All seats taken and some 
standing room taken
All seats taken and hardly 
any standing room
Could not get on 
NA
Total

121 9%
771 57%
90 7%
209 15%

102 8%

40 3%
18 1%
1351 100%

1%
3%

8%

15%

7%

57%

9%

Vehicle is empty Some seats taken
All seats taken All seats taken and some standing room taken
All seats taken and hardly any standing room Could not get on 
NA

Seating
Defined as the amount of available 
sitting and standing room at the time 
the vehicle is boarded.

PG.
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Seating (Exiting)

Seating Links Percentage
Vehicle is empty
Some seats taken
All seats taken
All seats taken and some 
standing room taken
All seats taken and hardly 
any standing room
Could not get on 
NA
Total

81 6%
746 55%
139 10%
223 17%

104 8%

8 1%
50 4%
1351 100%

4%
1%

8%

17%

10%

55%

6%

Vehicle is empty Some seats taken
All seats taken All seats taken and some standing room taken
All seats taken and hardly any standing room Could not get on 
NA

Seating
Defined as the amount of 
available sitting and standing 
room at the time the vehicle is 
exited.

PG.
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Seating (Overall)

Seating Overall Links Percentage
Highly Dissatisfied
Somewhat Dissatisfied
Neutral
Somewhat Satisfied
Highly Satisfied
NA
Total

94 7%
177 13%
313 23%
446 33%
287 21%
34 3%
1351 100%

3%

21%

33%

23%

13%

7%

Highly Dissatisfied Somewhat Dissatisfied
Neutral Somewhat Satisfied
Highly Satisfied NA

Seating Overall:
Defined as the level of satisfaction 
with with the overall seating 
availability for the individual link.

PG.
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Announcements (Vehicle)

Announcements Links Percentage
Yes
No
NA
Total

1136 84%
171 13%
44 3%
1351 100%

3%

13%

84%

Yes No NA

Announcements:
Defined as either auditory or 
visual announcements of any 
nature experienced while 
occupying the MBTA vehicle 
during the individual link.

PG.
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Quality of Announcements (Vehicle)

Quality of Announcement Links Percentage
Yes
No
NA
Total

1027 76%
108 8%
216 16%
1351 100%

16%

8%

76%

Yes No NA

Announcements:
Defined as the whether or not the 
auditory or visual announcements 
were understandable by the rider 
while occupying the MBTA vehicle 
during the individual link.

PG.
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Announcements (Vehicle)

Announcements Links Percentage
Highly Dissatisfied
Somewhat 
Dissatisfied
Neutral
Somewhat Satisfied
Highly Satisfied
NA
Total

65 5%
78 6%

272 20%
480 36%
301 22%
155 11%
1351 100%

11%

22%

36%

20%

6%

5%

Highly Dissatisfied Somewhat Dissatisfied
Neutral Somewhat Satisfied
Highly Satisfied NA

Announcements:
Defined as the level of the overall 
experience of the announcements 
while occupying the MBTA vehicle 
for individual links. 

PG.
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Service Interruption

Service Interruption Links Percentage
Delay
Expressed
Re-Routed
No delay,change, or 
interruption in service
NA
Total

172 13%
13 1%
9 1%
1068 79%

89 7%
1351 100%

7%

79%

1%1%

13%

Delay Expressed
Re-Routed No delay,change, or interruption in service
NA

Service Interruption:
Defined as any interruption, 
delay, or change in service while 
occupying the MBTA vehicle 
during the individual link.

PG.
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Cleanliness (Vehicle)

Cleanliness Links Percentage
Highly 
Dissatisfied
Somewhat 
Dissatisfied
Neutral
Somewhat 
Satisfied
Highly Satisfied
NA
Total

26 2%

114 8%

492 36%
460 34%

217 16%
42 3%
1351 100%

3%

16%

34%

36%

8%

2%

Highly Dissatisfied Somewhat Dissatisfied
Neutral Somewhat Satisfied
Highly Satisfied NA

Cleanliness:
Defined as the level of cleanliness 
issues such as dirt, grime, odor, 
litter, and graffiti present in the 
MBTA vehicle.

PG.
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Issues (Vehicle)

Issues Links Percentage
Loud talking
Smoking
Talking on cell phone
Trouble caused by 
children or teenagers
No Issues
NA
Total

93 7%
3 0%
71 5%
16 1%

1084 80%
84 6%
1351 100%

6.2%

80.2%

1.2%

5.3%
0.2%

6.9%

Loud talking Smoking
Talking on cell phone Trouble caused by children or teenagers
No Issues NA

Issues:
Defined as either experiencing or 
observing disruptive behavior that 
negatively impacted the 
experience of the MBTA vehicle 
for the individual link.

PG.
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Vehicle Comfort

Vehicle Comfort Links Percentage
Highly Dissatisfied
Somewhat Dissatisfied
Neutral
Somewhat Satisfied
Highly Satisfied
NA
Total

29 2%
125 9%
375 28%
575 43%
214 16%
33 2%
1351 100%

2%

16%

43%

28%

9%

2%

Highly Dissatisfied Somewhat Dissatisfied
Neutral Somewhat Satisfied
Highly Satisfied NA

Vehicle Comfort:
Defined as the level of comfort 
experienced while occupying the 
MBTA vehicle.

PG.
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Safety

Safety Links Percentage
Highly Dissatisfied
Somewhat Dissatisfied
Neutral
Somewhat Satisfied
Highly Satisfied
NA
Total

43 3%
48 4%
168 12%
610 45%
442 33%
40 3%
1351 100%

3%

33%

45%

12%

4%

3%

Highly Dissatisfied Somewhat Dissatisfied
Neutral Somewhat Satisfied
Highly Satisfied NA

Safety:
Defined as the level of safety felt 
while in the station, stop, platform 
and/or vehicle of the individual 
link.

PG.
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Customer Service

Customer Service Links Percentage
Highly Dissatisfied
Somewhat Dissatisfied
Neutral
Somewhat Satisfied
Highly Satisfied
NA
Total

32 2%
76 6%
283 21%
519 38%
306 23%
135 10%
1351 100%

10%

23%

38%

21%

6%

2%

Highly Dissatisfied Somewhat Dissatisfied
Neutral Somewhat Satisfied
Highly Satisfied NA

Customer Service:
Defined as the level of satisfaction 
with the interaction with 
Conductors, Driver, and Fare 
Collectors during time spent at the 
station, stop, platform, and/or 
vehicle.

PG.
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Exiting Time

Exiting Time Links Percentage
Morning Peak
Midday
Evening Peak
Evening
NA
Total

548 41%
166 12%
497 37%
117 9%
23 2%
1351 100%

2%

9%
37%

12%

41%

Morning Peak
Midday
Evening Peak
Evening
NA

Boarding Time:
Defined as the time that the rider 
began the individual link.

Coding:
Times were sorted into categories:

Morning Peak:  5:00 AM - 10:00 AM
Midday:  10:01 AM - 4:00 PM
Evening Peak:  4:01 PM - 8:00 PM
Evening:  8:01 PM - 4:49 AM

PG.
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Commute Time

Commute Time Links Percentage
< 5 min.
6-10 min.
11-15 min.
16-20 min.
21-25 min.
26-30 min.
30-60 min.
60+ min.
NA
Total

67 5%
254 19%
198 15%
212 16%
134 10%
54 4%
307 23%
30 2%
95 7%
1351 100%

7%

2%

23%

4%

10%

16%

15%

19%

5%

< 5 min. 6-10 min.
11-15 min. 16-20 min.
21-25 min. 26-30 min.
30-60 min. 60+ min.
NA

Commute Time:
Defined as the total time between 
the time when the rider entered 
the MBTA property and when the 
rider exited the MBTA property.

PG.
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Commute Time

Commute Time Overall Links Percentage
Highly Dissatisfied
Somewhat Dissatisfied
Neutral
Somewhat Satisfied
Highly Satisfied
NA
Total

61 5%
132 10%
280 21%
486 36%
367 27%
25 2%
1351 100%

2%

27%

36%

21%

10%

5%

Highly Dissatisfied Somewhat Dissatisfied
Neutral Somewhat Satisfied
Highly Satisfied NA

Commute Time Overall:
Defined as the level of satisfaction 
with with the overall commute time 
for the individual link.

PG.
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Rider Cities and Towns 

Acton
Allston
Arlington
Auburn
Ayer
Belmont
Berkley
Boston
Brighton
Brookline
Cambridge
Chelsea
Dorchester
East Boston
Foxborough
Franklin
Ipswich
Jamaica Plain
Marshfield
Medford
Melrose
Newton
North Andover
North Dighton
North Providence

Norwood
Pembroke
Quincy
Reading
Roslindale
Salem
Somerville
South Boston
Southborough
Stoughton
Topsfield
Wakefield
Warwick RI
Watertown
Wayland
Weymouth
Wilmington
Woburn



Demographics Survey Tool
General Demographic Information
This is to be filled out only once 
before the study period begins on 
November 2nd

What is your home zip code?
Open Ended

What city/town do you live in?
Open Ended

Do you rent or own your home?
Rent
Own

What is your gender?
Male
Female

What is your age?
17 or under
35-44	
18-24
45-64	
25-34
65+

Do you have an automobile available 
for your use?
Yes
No

How many days per week do you 
usually use MBTA public transit 
services?
Less than 1 day a week
1 day
2 days
3 days	
4 days
5 days
6 days
7 days

What is you annual combined 
household income?
Under $20,000
$20,000-$29,000
$30,000-$39,000	
$40,000-$59,000
$60,000-$79,000
$80,000 or more

What do you think the purpose of the 
MBTA is?
Open Ended



End of Week Survey Tools
End of Week Survey #1
This is to be filled out only once at the 
end of the day on Friday November 
6th

Date
Open Ended

Announcements and Customer 
Service 
(Rate on scale of 1- 5, 1 being the 
lowest, and 5 being the highest)

MBTA announcements and messages 
on platforms and in stations	
MBTA announcements in vehicles 
(subway, bus, etc.)	
Customer service of MBTA personnel 
Overall 

Stations, Stops, and Vehicles
(Rate on scale of 1- 5, 1 being the 
lowest, and 5 being the highest)
 
Cleanliness of MBTA stations and 
stops	 	
Cleanliness of MBTA vehicles	

Personal Comfort on MBTA vehicles 
(temperature, crowding) 
MBTA service reliability 
Personal safety when using MBTA 
services 
Overall 
	
End of Week Survey #2
This is to be filled out only once at the 
end of the day on Friday November 
13th

Date	 	 	  
Open Ended

Announcements and Customer 
Service
(Rate on scale of 1- 5, 1 being the 
lowest, and 5 being the highest)
 	
MBTA announcements and messages 
on platforms and in stations	
MBTA announcements in vehicles 
(subway, bus, etc.)	 	
Customer service of MBTA personnel 
Overall 

Stations, Stops, and Vehicles

(Rate on scale of 1- 5, 1 being the 
lowest, and 5 being the highest)
 	
Cleanliness of MBTA stations and 
stops	
Cleanliness of MBTA vehicles	
Personal Comfort on MBTA vehicles 
(temperature, crowding)	
MBTA service reliability	
Personal safety when using MBTA 
services	
Overall	
	



Link Report Survey Tool
Link Report Sheet
This is to be filled 
out for every link 
taken.  A link is 
defined as one trip 
on one MBTA 
vehicle.

Link #:
Open Ended

Date:
Open Ended
	  
Time:
Open Ended

Mode and/or line 
(Please select from 
one of the below 
options):

Commuter Rail

Fairmount
Fitchburg/South 
Acton
Framingham/
Worcester
Franklin
Greenbush
Haverhill
Kingston/Plymouth
Lowell

Middleborough/
Lakeville
Needham
Newburyport/
Rockport
Providence/
Stoughton

Bus

1
15
22
23
28
32
39
57
66
71
73
77
111
116
117
CT1 
CT2 
CT3 
SL1 
SL2 
SL4 
SL5 
1 
4 

5 
7 
8 
9 
10 
11 
14 
15 
16 
17 
18 
19 
21 
22 
23 
24 
25 
26 
27
28 
29 
30 
31 
32 
33
34
34E 
35 
36 
37 
38 
39 
40 
41 

42 
43 
44
45
47 
48 
50 
51 
52 
55 
57 
59 
60 
62 
64 
65
66 
67 
68 
69 
70 
70A 
71 
72 
73 
74 
75 
76 
77 
78 
79 
80 
83 
84 

85 
86 
87 
88 
89 
90 
91 
92 
93 
94 
95 
96 
97 
99 
100 
101 
104 
105 
106 
108 
109 
110 
111 
112 



114 
116 
117 
119 
120 
121 
131 
132 
134 
136 
137 
170 
171 
201 
202 
210
211 
212 
214 
215 
216 
217 
220 
221 
222 
225 
230 
236 
238 
240 
245 
325 
326 
350 
351 
352 

354 
355 
411 
424 
424W 
426 
426W 
428 
429 
430 
431 
434 
435 
436 
439 
441 
442 
448 
449 
450 
451 
455 
456 
459 
465 
468 
500 
501 
502 
503 
504 
505 
553 
554 
555 
556 

558 

Subway/Bus Rapid 
Transit

Red Line

Alewife
Mattapan
Braintree
Ashmont

Orange Line

Forest Hills
Oak Grove

Green Line

B Line - Boston 
College
C Line - Cleveland 
Circle
D Line - Riverside
E Line - Heath Street
Government Center
North Station
Lechmere

Blue Line

Wonderland
Bowdoin

Silver Line

SL1
SL2
SL4
SL5

Commuter Boat

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

Station/Intersection 
(Boarding) (Please 
select from one of 
the below options):

Commuter Rail 
Stations

Fairmount

Readville

Fairmount
Morton St.
Uphams Corner
South Station

Fitchburg/South 
Acton

Fitchburg
North Leominster
Shirley
Ayer
Littleton
South Acton
West Concord
Concord
Lincoln
Silver Hill
Hastings
Kendal Green



Brandeis/ 
Roberts
Waltham
Waverly
Belmont
Porter Square
North Station

Framingham/
Worcester

Worcester
Grafton
Westborough
Southborough
Ashland
Framingham
West Natick
Natick
Wellesley 
Square
Wellesley Hills
Wellesley 
Farms
Auburndale
West Newton
Newtonville
Yawkey
Back Bay
South Station

Franklin

Forge Park
Franklin
Norfolk
Walpole

Plimptonville
Windsor 
Gardens
Norwood 
Central
Norwood 
Depot
Islington
Dedham Corp.
Endicott
Readville
Hyde Park
Ruggles
Back Bay
South Station

Greenbush

Greenbush
North Scituate
Cohasset
Nantasket 
Junction
West Hingham
East Weymouth
Weymouth 
Landing/East 
Braintree
Quincy Center
JFK/UMASS
South Station

Haverhill

Haverhill
Bradford
Lawrence

Andover
Ballardvale
North 
Wilmington
Wilmington
Anderson/
Woburn
Reading
Wakefield
Greenwood
Melrose 
Highland
Melrose/ 
Cedar Park
Wyoming Hill
Malden Center
North Station

Kingston/
Plymouth

Plymouth
Kingston
Halifax
Hanson
Whitman
Abington
South 
Weymouth
Braintree
Quincy Center
JFK/UMASS 
South Station

Lowell

Lowell

North Billerica
Haverhill
Wilmington
Anderson/
Woburn 
Mishawum 
Winchester 
Center
Wedgemere
West Medford
North Station

Middleborough
/Lakeville

Middleborough
Bridgewater
Campello
Brockton
Montello
Randolph/ 
Holbrook
Braintree
Quincy Center
JFK/UMASS 
South Station

Needham

Needham 
Heights
Needham 
Center
Needham 
Junction
Hersey
West Roxbury

Highland
Bellevue
Roslindale 
Village
Forest Hills
Ruggles
Back Bay
South Station

Newburyport/
Rockport

Rockport
Gloucester
West 
Gloucester
Manchester
Beverly Farms
Prides Crossing
Montserrat
Newburyport
Rowley
Ipswich
Hamilton/ 
Wenham
North Beverly
Beverly
Salem
Swampscott
Lynn
River Works
Chelsea
North Station

Providence/
Stoughton

Providence
South Attleboro
Attleboro
Mansfield
Sharon
Stoughton
Canton Center
Canton 
Junction
Route 128
Hyde Park
Ruggles
Back Bay
South Station
Bus Boarding 
(Please name 
the station, 
street, or 
intersection at 
which you 
boarded):
Red Line 
Stations
Alewife Station
Davis Station
Porter Square 
Station
Harvard 
Square Station
Central Square 
Station
Kendall Station



Charles/MGH 
Station
Park Street 
Station
Downtown 
Crossing 
Station
South Station
Broadway 
Station
Andrew Station
JFK/ UMass 
Station
North Quincy 
Station
Wollaston 
Station
Quincy Center 
Station
Quincy Adams 
Station
Braintree 
Station
Savin Hill 
Station
Fields Corner 
Station
Shawmut 
Station
Ashmont 
Station
Cedar Grove 
Station
Butler Station
Milton Station

Central Avenue 
Station
Valley Road 
Station
Capen Street 
Station
Mattapan 
Station

Orange Line 
Stations

Oak Grove 
Station
Malden Center 
Station
Wellington 
Station
Sullivan Square 
Station
Community 
College Station
North Station
Haymarket 
Station
State Station
Downtown 
Crossing 
Station
Chinatown 
Station
Tufts Medical 
Center Station
Back Bay 
Station
Massachusetts 
Avenue Station

Ruggles Station
Roxbury 
Crossing 
Station
Jackson Square 
Station
Stony Brook 
Station
Green Street 
Station
Forest Hills 
Station

Green Line 
Stations

B Line – Boston 
College

Government 
Center Station
Copely Station
Kenmore 
Station
Blandford 
Street Station
Boston 
University East 
Station
Boston 
University 
Central Station
Boston 
University West 
Station
St. Paul Street

Pleasant Street 
Station
Babcock Street 
Station
Packards 
Corner Station
Harvard 
Avenue Station
Griggs Street/
Long Avenue 
Station
Allston Street 
Station
Warren Street 
Station
Washington 
Street Station
Sutherland 
Street Station
Chiswick Road 
Station
Chestnut Hill 
Avenue Station
South Street 
Station
Boston College 
Station

C Line – 
Cleveland 
Circle

North Station
Copely Station
Kenmore 
Station

St. Marys 
Street Station
Hawes Street 
Station
Kent Street 
Station
St. Paul Street
Coolidge 
Corner Station
Summit Avenue 
Station
Brandon Hall 
Station
Fairbanks 
Station
Washington 
Square Station
Tappan Street 
Station
Dean Road 
Station
Englewood 
Avenue Station
Cleveland 
Circle Station

D Line - 
Riverside

Government 
Center Station
Copely Station
Kenmore 
Station
Fenway Station
Brookline 
Village Station

Brookline Hills 
Station
Beaconsfield 
Station
Reservoir 
Station
Chestnut Hill 
Station D 
Riverside Line
Newton Center 
Station
Newton 
Highlands 
Station
Eliot Station
Waban Station
Woodland 
Station
Riverside 
Station

E Line – Heath 
Street

Lechmere 
Station
Copley Station
Prudential 
Station
Symphony 
Station
Northeastern 
University 
Station



Museum of 
Fine Arts 
Station
Longwood 
Medical Area 
Station
Brigham Circle 
Station
Fenwood Street 
Station
Mission Park 
Station
Riverway 
Station
Back of the Hill 
Station
Heath Street 
Station
Blue Line 
Stations
Wonderland 
Station
Revere Beach 
Station
Beachmont 
Station
Suffolk Downs 
Station
Orient Heights 
Station
Wood Island 
Station
Airport Station
Maverick 
Station
Aquarium 
Station
State Station

Government 
Center Station
Bowdoin 
Station
Silver Line 
Stations
SL1
South Station
Courthouse 
Station
World Trade 
Center Station
Silver Line Way 
Station
Terminal A
Terminal B Stop 
1
Terminal B Stop 
2
Terminals C
Terminal E
SL2
South Station
Courthouse 
Station
World Trade 
Center Station
Silver Line Way 
Station
306 Northern 
Avenue
Northern 
Avenue & 
Harbor Street
Northern 
Avenue & Tide 
Street

21 Dry Dock 
Avenue
25 Dry Dock 
Avenue
88 Black 
Falcon Avenue
Design Center
SL4
South Station
Chinatown 
Station
Tufts Medical 
Center Station
Herald St 
Station
East Berkeley 
St Station
Union Park St 
Station
Newton St 
Station
Worcester 
Square Station
Massachusetts 
Avenue Station
Lenox St 
Station
Melnea Cass 
Blvd Station
Dudley Square 
Station
SL5
Boylston Street 
Station
Downtown 
Crossing 
Station

Chinatown 
Station
Tufts Medical 
Center Station
Herald St 
Station
East Berkeley 
St Station
Union Park St 
Station
Newton St 
Station
Worcester 
Square Station
Massachusetts 
Avenue Station
Lenox St 
Station
Melnea Cass 
Blvd Station
Dudley Square 
Station
Commuter Boat 
Stations
F1 - Hingham 
Shipyard to 
Rowes Wharf
Hewitt's Cove 
Ferry Terminal
Rowes Wharf 
Ferry Terminal
F2 - Quincy 
Fore River 
Shipyard to 
Long Wharf 
and Logan 
Airport

Fore River 
Ferry Terminal
Logan Ferry 
Terminal
Long Wharf 
(north)
F2H - 
Pemberton 
Point, Hull to 
Long Wharf, 
Boston
Pemberton 
Point Ferry 
Terminal
Long Wharf 
(north) 
F2H - 
Pemberton 
Point, Hull to 
Logan Airport
Pemberton 
Point Ferry 
Terminal
Logan Ferry 
Terminal
F4 - Long 
Wharf to 
Charlestown 
Navy Yard
Long Wharf 
(central)
Charlestown 
Navy Yard
How did you 
pay today 
(Please select 
from one of the 
below options):

CharlieCard 
(Plastic Card)
CharlieTicket 
(Paper Ticket)
Cash or Coin 
(on any MBTA 
service)
Monthly Link 
Pass
Week Link Pass
Day Link Pass
Seniors and 
Person’s with 
Disabilities Pass
Student Pass
Monthly Local 
Buss Pass
Monthly Inner 
Express Pass
Monthly Outer 
Express Pass
Commuter Rail 
12 Pass
Zone (1-8) Pass
Inner Harbor 
Ferry Pass
60 Ride Pass
Commuter Boat 
Pass
10 Ride Pass
Commuter Boat 
to Logan 
Airport Boat 
Pass
Other (please 
specify)



If you did not 
pay by cash or 
coin, where do 
you buy or add 
value to the 
ticket or card 
most often?
Open Ended
Did you notice 
anyone 
evading paying 
the fare?
Yes
No
Were there any 
issues and/or 
obstacles that 
made getting to 
the station, 
platform, and/
or stop 
difficult?
Yes
No
If yes, please 
explain
Did you need 
assistance 
getting into the 
vehicle?
Yes
No
N/A
Was assistance 
available?
Yes
No
N/A

Please rate 
your overall 
satisfaction 
with this link's 
accessibility by 
circling a 
number below 
(Rate on scale 
of 1- 5, 1 being 
the lowest, and 
5 being the 
highest):
5
4
3
2
1	
Please rate 
your overall 
satisfaction 
with the 
cleanliness of 
this station, 
stop, and/or 
platform by 
circling a 
number below 
(Rate on scale 
of 1- 5, 1 being 
the lowest, and 
5 being the 
highest):
5
4
3
2
1

Time spent 
waiting:
Open Ended
Deviation from 
schedule:
Minutes 
Early	
Minutes 
Late	
Don't Know 
(Put NA in 
Box)	
Please rate 
your overall 
satisfaction 
with this link's 
wait time by 
circling a 
number below 
(Rate on scale 
of 1- 5, 1 being 
the lowest, and 
5 being the 
highest):
5
4
3
2
1
Issues observed 
concerning 
other riders 
while waiting at 
the station, 
stop, and/or 
platform:
Smoking

Trouble caused 
by children or 
teenagers
Loud talking
Talking on cell 
phone
No issues
Other issues
Announcements 
on the platform 
or in the 
station:
Yes there were 
announcements
No 
announcements 
were made
N/A: Was not 
on the platform 
or in the station
Other (please 
specify)
Were the 
announcements 
understandable
?
Yes
No
Other (please 
specify)
If the 
announcements 
were not 
understandable
, why?
Inaudible or 
illegible
Garbled

Other (please 
specify)
Please rate 
your overall 
satisfaction 
with the 
announcements 
on the platform 
or in the station 
by circling a 
number below 
(Rate on scale 
of 1- 5, 1 being 
the lowest, and 
5 being the 
highest):
1
2
3
4
5
Availability of 
seating/
passenger 
crowding on 
vehicles when 
you first got on 
the vehicle:
Could not get 
on vehicle
The vehicle is 
empty
Some seats are 
taken
All seats are 
taken
All seats are 
taken and 

some standing 
room is taken
All seats are 
taken and there 
is hardly any 
standing room 
left
Other (please 
specify)
Availability of 
seating/
passenger 
crowding on 
vehicles when 
you got off of 
the vehicle:
Riders cannot 
get on vehicle
The vehicle is 
empty
Some seats are 
taken
All seats are 
taken
All seats are 
taken and 
some standing 
room is taken
All seats are 
taken and there 
is hardly any 
standing room 
left
Other (please 
specify)



Please rate your 
overall satisfaction 
with this link's 
availability of 
seating/passenger 
crowding by circling 
a number below 
(Rate on scale of 1- 
5, 1 being the 
lowest, and 5 being 
the highest):
5
4
3
2
1

Announcements on 
the vehicle:
Yes there were 
announcements
No announcements 
were made
Other (please 
specify)

Were the 
announcements 
understandable?
Yes
No
Other (please 
specify)

If the 
announcements 
were not 

understandable, 
why?
Inaudible or 
illegible
Garbled
Other (please 
specify)

Please rate your 
overall satisfaction 
with the 
announcements on 
the vehicle by 
circling a number 
below (Rate on 
scale of 1- 5, 1 
being the lowest, 
and 5 being the 
highest):
1
2
3
4
5

Was there a delay, 
change, or 
interruption in 
service while you 
were in the vehicle?
Delay
Re-routed
Expressed
No delay, change, 
or interruption in 
service
Other (please 
specify)

Please rate your 
overall satisfaction 
with the cleanliness 
of this vehicle by 
circling a number 
below:
5
4
3
2
1

Issues observed 
concerning other 
riders while in the 
vehicle:
Smoking
Trouble caused by 
children or 
teenagers
Loud talking
Talking on cell 
phone
No issues
Other issues

Were all doors 
working?
Yes
No
Other (please 
specify)

Were all lights 
working?
Yes

No
Other (please 
specify)

Was the 
temperature 
comfortable?
Yes
No
Other (please 
specify)

Were the seats dirty 
and/or damaged?
Yes
No
Other (please 
specify)

Please rate your 
overall satisfaction 
with this link's level 
of personal comfort 
by circling a 
number below (Rate 
on scale of 1- 5, 1 
being the lowest, 
and 5 being the 
highest):
1
2
3
4
5

Did you feel safe 
when at the station, 

stop, and/or 
platform?
Yes
No
Other (please 
specify)

Did you feel safe 
when in the vehicle?
Yes
No
Other (please 
specify)



Please rate your 
overall satisfaction 
with this link's 
personal safety by 
circling a number 
below (Rate on 
scale of 1- 5, 1 
being the lowest, 
and 5 being the 
highest):
5
4
3
2
1

Did the conductors, 
drivers, and/or fare 

collectors appear 
attentive to their 
duties?
Yes
No
Other (please 
specify)

Did the conductors, 
drivers, and/or fare 
collectors appear 
helpful and 
courteous to their 
passengers?
Yes
No
Other (please 
specify)

Please rate your 
overall satisfaction 
with this link's level 
of customer service 
by circling a 
number below (Rate 
on scale of 1- 5, 1 
being the lowest, 
and 5 being the 
highest):
 1
2
3
4
5

Station/Intersection 
(Exiting) (Please 
select from one of 
the below options):
*From same list as 
boarding above

What time did you 
reach your exiting 
point?	 
Open Ended

How long was your 
total trip?

Please rate your 
overall satisfaction 
with this link's 

commute time by 
circling a number 
below (Rate on 
scale of 1- 5, 1 
being the lowest, 
and 5 being the 
highest):
5
4
3
2
1
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TRANSITWORKS
STEERING COMMITTEE

128 BUSINESS COUNCIL
CAROLINE CONNOR

A BETTER CITY
RICK DIMINO

A BETTER CITY TMA
DAVID STRAUS

CITY OF CAMBRIDGE
STEPHANIE ANDERBERG

CHARLES RIVER TMA
JEFF BENNETT

COMMUTEWORKS
MATTHEW GRYMEK

MASSACHUSETTS GENERAL HOSPITAL
DAVID JACKSON

MBTA ADVISORY BOARD
PAUL REGAN

TRANSCOMM
MAUREEN LACEY

CITY OF WALTHAM
FRANKLIN CHING

FOR FURTHER INFORMATION OR REPORTS:

TRANSITWORKS
33 BROAD STREET, 3RD FLOOR

BOSTON, MA 02109

WWW.TRANSITWORKS.ORG




