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PurposePurpose

 Three primary purposes of the survey were to:
h  i f i  b   i  ◦ gather information about current transit 

users
◦ objectively assess customer satisfaction with ◦ objectively assess customer satisfaction with 

KCATA services and how things have 
changed since 2007changed since 2007
◦ identify priorities for improvement



MethodologyMethodology
 A sample of 1,489 useable surveys were collected 
 Sample was designed to mirror the sample that was used in 

2007 to ensure the results of the two surveys would be 2007 to ensure the results of the two surveys would be 
comparable

 Administered in English and Spanish on 32 routes
 Conducted during late April 2010
 Accuracy:  +/-2.5% at the 95% level of confidence 
 Sample was stratified to gather statistically valid data for the  Sample was stratified to gather statistically valid data for the 

following:
 MAX

AM M  E AM Metro Express
 Early AM (4-6am)
 Morning Rush (6-9am)

M d D  (9 4 ) Mid-Day (9am-4pm)
 Afternoon Rush (4-6pm)
 Night (6pm-1am)



Profile of Current Riders Profile of Current Riders 

RACERACE
3% f3% f-- 63% African63% African--AmericanAmerican

-- 27% White27% White

INCOME INCOME INCOME INCOME 
-- 45% Annual Household Income Under $20,00045% Annual Household Income Under $20,000
-- 1010% Annual Household Income $50,000+% Annual Household Income $50,000+

AGE AGE 
-- 23% Under age 2523% Under age 25

N l  h lf (N l  h lf (46%) U d   3546%) U d   35-- Nearly half (Nearly half (46%) Under age 3546%) Under age 35



Major Findings:Major Findings:j gj g
KCATA Riders Use Bus Services KCATA Riders Use Bus Services 
IntensivelyIntensivelyIntensivelyIntensively



A majority of riders use The Metro at least 5 days/week



Major Findings:Major Findings:j gj g
KCATA Services Are Very Important to KCATA Services Are Very Important to 
Labor Market Mobility in the RegionLabor Market Mobility in the RegionLabor Market Mobility in the RegionLabor Market Mobility in the Region



Percentage of job seeking
trips has increased significantly

Nearly two-thirds (65%) of trips in 2010 involved work or job seeking



Major Findings:Major Findings:j gj g
More People Are Dependent on Transit More People Are Dependent on Transit 
in 2010 than 2007in 2010 than 2007in 2010 than 2007in 2010 than 2007



Only 46% did not have a vehicle in 2007



Major Findings:Major Findings:Major Findings:Major Findings:
Satisfaction scores for MAX continue Satisfaction scores for MAX continue 
to be extremely highto be extremely high



Satisfaction with ALL aspects of  MAX increased

Significant Increase from 2007



Major Findings:Major Findings:
Satisfaction Scores for The Metro have Satisfaction Scores for The Metro have Satisfaction Scores for The Metro have Satisfaction Scores for The Metro have 
also improved during a period of also improved during a period of 
d li i  i f i  i  f  l l d li i  i f i  i  f  l l declining satisfaction ratings for local declining satisfaction ratings for local 
governmental servicesgovernmental servicesgg

ETC Institute’s National ETC Institute’s National DirectionFinderDirectionFinder® Index for “Overall ® Index for “Overall ETC Institute s National ETC Institute s National DirectionFinderDirectionFinder® Index for Overall ® Index for Overall 
Satisfaction with Local Governmental Services” has declined 6% Satisfaction with Local Governmental Services” has declined 6% 
during the past yearduring the past year



Satisfaction with 13 of 14 aspects of  The Metro increased

Significant Increase from 2007



Major Findings:Major Findings:
Most Riders Would Recommend MAX Most Riders Would Recommend MAX Most Riders Would Recommend MAX Most Riders Would Recommend MAX 
and The Metro to Othersand The Metro to Others





Major Findings:Major Findings:j gj g
While the Overall Results Are Very While the Overall Results Are Very 
Positive  There Are Still Opportunities Positive  There Are Still Opportunities Positive, There Are Still Opportunities Positive, There Are Still Opportunities 
for Improvementfor Improvement



ne

Opportunities to Improve The Metro’s Information Line



Most Riders Are Using E-Technology



But the Primary Source of Information is Still Paper-Based



Riders Place a High Importance on All KCATA Services



But the availability of service is most important



SummarySummary
Metro is Important to the Region’s Economy
 The KCATA system clearly serves a major economic 

function for the community carrying primarily work trips function for the community, carrying primarily work-trips 
plus a substantial number of students and job-seekers.

 The number of unemployed riders has doubled since p y
2007

The KCATA is doing an excellent job meeting the g j g
needs of its customers.   
◦ Ratings for Metro services improved in 13 of 14 areas 

h   d i  b h 2007 d 2010that were assessed in both 2007 and 2010
◦ Ratings for MAX services improved in ALL areas that 

were assessed in both 2007 and 2010were assessed in both 2007 and 2010
◦ Ratings for the KCATA have improved while the results 

for most local governments have declined



SummarySummary

 There Are Opportunities to Do Better:
I i  th  I f ti  Li◦ Improving the Information Line
◦ Using E-Technology to Get Information to Customers
 Most customers still rely on printed schedules (57% Most customers still rely on printed schedules (57% 

in 2010 vs. 60% in 2007)
◦ sustaining current transit operations on weekdays from 

6am-6pm
◦ providing weekend service 


