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Survey Objectives

1 aSladadzNB NARSNBQ 20SN) ftf &l (7
Transit's services

}  Measure riders' satisfaction with various elements of bus
services (including time performance, safety, operator
performance, fare payment, transfers, comfort and cleanliness
accessibility and communication)

}  Providemarketshareand other data that will help measure
performance

}  ldentify demographic and transit use characteristics among th
identified groups

16-6255 King County Metrp 4



Methodology

A Longterm tracking study that measures rider satisfaction with
G NA2dza | aLlSoua 2F aSuNRQa o
Metro better understand where to focus its service
Improvement efforts to increase rider satisfaction over time.

A Live telephone survey of residents age 16 and older in King
County, Washington.

ALY {1SSLAYy3I 0O2yaraidsSyida oArA0K 0
years, EMC conducted a telephone survey using a Random
Digit Dial (RDD) and listed cell phone samples, supplemented
with targeted <$35K income, Hispanic and Asian samples.

A Interviews conducted using trained, professional interviewers.

Please note that due to rounding, some

percentages may not add up to exactly 100
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Methodology

}  The survey was conducted Decemb&r130, 2016
} 800 total respondents; Margin of Errar3.5 percentage points

}  Responses were weighted by key demographics to reflect the most recent
census counts for residential households in King County.

}  Data was weighted for each County sariea using the Census estimates for
all riders and nowriders in King County.

I The rider data was tracked with the demographic info from previous
studies to ensure the results to ensure age, gender, income, ethnicity,
OSff LIK2YyS NBtAFYOS [yR 3IS23IN L
riders, while accounting for potential shifts in rider demographics over
time.
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Methodology

}

Interviews were stratified across three regional subgroups Seattle/North
King (401n), South King (199n) and East King (200n) County

Regular Ridersdefined as King County residents, 16 or older, who made 5
or more transit trips on a Metro bus or streetcar in the last 30 days.

Infrequent Riders defined as King County residents, 16 or older, who made
1 to 4 transit trips on a Metro bus or streetcar in the last 30 days.

*Ridershipg Previous years of the study included streetcar riders and
former riders as part of the respondent base. The 2016 rider survey reflect
the Metro bus riders only.

Callback strategy included an initial contact attempt, plus up to 5 callbacks
at varied times of day and evening as well as different weekday and
weekend day types. The interviewing period was spread over several wee
to ensure the best chance of reaching the widest range of riders within
each County sularea.
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Methodology¢ Research Caveats

}

The 2016 sample and weighting plans were designed to approximate the
previous approaches as closely as possible with the information available
from 2015 and earlier.

A majority of the sample consisted of random digit dial (RDD) and listed ce
phones, which are increasingly difficult to dial on due to declining
geographic accuracy of cell phone numbers, rising costs due to increasing
strict regulations on cell phone dialing, and steadily declining RDD
iIncidence making it increasingly difficult to reach representative samples c
residents.

hyteé o06dzi NARSNHR
Ay Of dzZRSR (0KS 2L
iteration of the survey.

%5 S NB Y LI S
AYVAZ2Ya F ai

Z X

al Ay
2 BSGOol
The Link extensions to-District, Capitol Hill and Angle Lake opened in
March 2016 with possible impacts on the composition of Metro ridership ir

those areas.
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Regional Suareas

King Seattle/
_ North ng S ing

Total Riden (Unweighted)

Margin of Error (+) +/-3.5% +/-4.9% +/-6.9% +/-6.9%
Total Riders (Weighted) 800 511 151 138
RegulaRiders (Unweighted) 625 319 156 150
Infrequent Riders (Unweighted) 175 82 43 50

Welghted Subarea %
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Seattle Sufareas

King North Seattle | CentralSeattle | South Seattle
CountyW|de

Total Riden (Unweighted)
Margin of Error (+) +/-3.5% +/-7.4% +/-8.2% +/-10.7%
Total Riders (Weighted) 800 230 188 92

ST | {enmory

Duvall

Puget
Sound

painbridge 3
iy [;l_\‘llr j
Hill

Issaqish

Saquak
Mountain
State Park

King /
County
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Key Findings

OVERALL SATISFACTION WITH METRO
1 WARSNRQ al dAaFFIOUA2Y S6AGK YAYy3I [/ 2dzyié aSi

A
A

A
A

A

bSINI& KEEF ondz0 2F NARSNE | Nb ofiSNE &
nm20 NBE aaz2YSgKFEOG alridAaFASRE gAGK GOSN
Riders continue to be highly favorable of most aspects relating to fare payment and bus
operator satisfaction.

Satisfaction with informatiosrelated element is lower than in previous years.

Level of Service satisfaction (includingtone performance, travel time, service
frequency and availability), while also lower than 2015, has returned to 2014 levels.

All service elements have net favorability ratings, meaning far more riders were satisfiec
with those elements than dissatisfied.

INDIVIDUAL ELEMENT SATISFACTION CHANGES

} While satisfaction intensity has dropped for several individual elements compared to 2015, th
ONRIFRSNI al0A&aFTlrOuAz2y tS@Sta F2N yzad AGSY
§tatistically unchanged for a majority of attributes.

A

Some individual satisfaction attributes saw declines in satisfaction from 2015 to 2016,
including website service delay postingg ¢ aal GA&aFASREé 0TI (KS
2y aSi NP2 QE%)gidodvia Anladphanesl%), and ease of boarding/exiting
due to overcrowding-0%). Additionally, service element ratings for the availability of
service {7%), frequency of servicetfo), and oftime performance -6%) also declined

between 2015 and 2016.
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Key Findings

AGGREGATED SERVICE DIMENSIONS

} 34 individual service elements were rated in the 2016 Rider survey. These individual element
were categorized into broader service dimensions, inclu@amfort and Cleanlines$-are
Payment Information, Level of ServiceOperators Personal Safetyand Transfers

Ve

A

Of these dimensiond,evel of Servicdnformation SourcesandTransfersare general
priorities for improvement. These service dimensions are relatively lower rated but are
also important drivers of overall satisfaction with Metro. Shienm efforts should

prioritize improving these general areas but there are several specific elements in other
categories that also deserve attention.

As another key area of focudersonal Safetys an important maintenance priority.
Safety element ratings are generally highly rated but Metro should continue to focus
efforts on maintaining satisfaction with these attributes to prevent them from driving
down agency satisfaction in the future.

TheComfort and Cleanlinesgimension has the lowest bearing on overall satisfaction of
0KS ONRIFRSNI aSNIUWAOS RAYSyaazya odzi AlQa
elements in this service dimension can be considered improvement priorities, including
the ease of getting on/off crowded vehicles and the availability of seating at stops. On
board cleanliness is a key maintenance target, as well.

Metro OperatorsandFare Payment NE OdzNNBy Gdfé& GKS | 3Syoe
dimensions but are largely performing adequately for their relative importance levels. It
will be worth tracking satisfaction for these attributes in the future but major

improvement efforts are not required for these elements in the neam.
16-6255 King County Metrp 13



Key Findings

INDIVIDUAL SERVICE ELEMENTS

} There are several individual service elements which should be targeted for improvement as
they heavily influence overall satisfaction with Metro but are currently underperforming
relative to their importance. These elements span a variety of different service dimensions ar
include:

Ability to provide feedback(the Information service dimension)
Frequency of servic@_evel of Service)

Transfer wait timegqTransferring)

Number of transferqTransferring)

Ease of getting on/off crowded busg€omfort & Cleanliness)
Onttime performance(Level of Service)

Safety of stops after darkPersonal Safety)

T T> To T I To To I

Availability of seating at stopgComfort & Cleanliness)

A Additional maintenance and strategic target items could be considered borderline
improvement priorities, includingzavel time (Level of Serviceavailability of service
(Level of Servicenterior cleanlinesg§Comfort & Cleanliness) arle availability of
information online (Information).
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Key Findings

INDIVIDUAL SERVICE ELEMENTS

}

Among the informatiorrelated elements, thebility for riders to provide feedback such as
registering a complaint, commendation, or input for service changesa 2y S 2 F N |
priorities for improvement. This is both the most important and loweded element among

the informationrelated items. It also poses potential sqmiter opportunities for improving a
variety of other service attributes as a more accessible feedback system could help Metro
more easily identify other potential issues throughout the system and address them as they
arise.

Ontime performanceis a key improvement target and one of the most important level of
service elements. Reducing delays and improved schedule consistency may offer one of the
highest rate of return (in overall agency satisfaction) for the resources required relative to
other Level of Service items.

Frequency of services one of the top improvement priorities in the survey and could yield
some of the highest returns for overall satisfaction if Metro is able devote additional resource:
026 NRA AYLINRPOGAY3I A0 DAGSY (KAAa StSYSydaQ
practical than other potential improvement opportunities to address in the short term.
Nevertheless, the service frequency element remains a key priority for riders going forward.

Of the personal safety elementsight-time stop safetyis the key improvement area for Metro
to focus on in the neaterm. Stops and stations in South King may require particular attention,
where onein-ten riders in this geographic sétbNB I | NB G ISNE RA&al A
waiting for buses.
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Key Findings

INDIVIDUAL SERVICE ELEMENTS

}

Although theavailability of information online the availability of info at stopsandonline
delay postingsare not strictly improvement priorities, they are relatively loated and could
easily be considered borderline areas to focus on in the -tean,

Both of the transfer satisfaction elements testedhcluding thenumber of transfersand the

wait time while transferring-- were relatively lowrated but also very important, making these
key improvement priorities. While these likely pose ongoing scheduling challenges in light of
regular service changes for Metro, Sound Transit and other regiecaliyected services,

riders consider transfers very important aspects of their overall satisfaction with Metro.

Theease of getting on and off crowded vehiclasnd to a lesser exteng the availability of
seating at stops and sheltesre potentially higifocus areas for improvement. Additionally,
improving theinterior cleanliness of busesould also be considered a borderline

improvement area, particularly for riders in South King where satisfaction is a bit lower for thi:
element.

Of the comfort and cleanliness elemenitsterior cleanlinessmay be the easiest to address
without significant funding or structural changes to the system. Riders consider it the most
important comfort and cleanliness element but its satisfaction levels still have plenty of room
for growth.
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Key Findings

MARKETSHARE

} The portion of King County households with regular bus riders (ride 5+ times/month) has
dropped over the last couple of years (35% regular riders in26% in 2016) and is gvar
with 2011 levels (26%).

A This decline is primarily driven by a lower incidence of regular bus riders in Seattle/Nortl
(54% in 20158 41% in 2016).

A The household shares of regular bus riders in South King and East King are both
unchanged from 2015, though both are lower than in 2Q034.

FARE PAYMENT

} About three quarters of riders say they use an ORCA card (purchased themselves or by
employers) as their primary method of bus fare payment.

A When including YPass/Husky Card usage, nearly foufive riders (79%) use some type
of ORCA card.

A One fifth (21%) use cash or tickets as a primary fare payment method.

16-6255 King County Metrp 17
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Overall Satisfaction with MetrgQ Yearto-Year

There continues to be steady growth in overall rider satisfaction ratings since 2013, asnaajedy of riders are

AOSNE al GdAaFTAiAsSRe
y20l of
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Overall Satisfaction with Metro

43%

43%
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41%

1A a
a

-+

44%

2013
14%
43%
42%
85%

2014
10%
43%
46%
90%

GWI1A. Overall, would you say you are satisfied or dissatisfied with Metro?

2015
11%
41%
47%
88%

2016 v
6%
44%
49% a
92%
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Overall Satisfaction by Swrea

Overall rider satisfaction is comparably high in all King Countaeds, particularly in East King where a majority

N 7

Opm:r0 2F NARSNHE | NB a@OSNER al dAaFTASRE oAGK aSi

Overall Satisfaction with Metro by Region

100%
90%
80%
0
70% 44% 46% 43% S8%
60%
50%
40%
30%
20%
10%
0% Seattle/
eattle : :
Overall North King South King East King
(=401 MOE=4.9%) (n=199 MOE=6.9%) (n=200 MOE=6.9%)
m Dissatisfied 6% 5% 7% 7%
Somewhat Satisfied 44% 46% 43% 38%
m Very Satisfied 49% 47% 48% 54%

GWI1A. Overall, would you say you are satisfied or dissatisfied with Metro? 16-6255 King County Metrp 20



Overall Satisfaction by Subgroup

WARSNEQ 20SNIff aldAaftlOdAzzy 6A0K aSiNBR-10kak eilDst vedy A a
satisfied or somewhat satisfied with the agency. Youngeb&)@nen are slightly more favorable of Metro than
other rider demographic groups, while highecome ($100K+/year) riders are slightly less satisfied.

Total Satisfied % 2016 | | Total Satisfied % 2016

Overall (100%) 92% Gender and Age
16-34 (28%; 197n) 94%
35-54 (34%; 266n) 93%
Riders 55+ (38%; 318n) 92%
Frequent Regularider (50%; 392n) 93%
ModerateRegular Rider (30%; 233n) 93% Male <55 (32%; 244n) 96%
Infrequent Rider (21%; 175n) 90% Male 55+ (16%; 139n) 92%
Female <55 (30%; 219n) 91%
Female 55+ (22%; 179n) 91%
Ethnicity
White (69%; 528n) 93% Income
Nonwhite (31% 229n) 92% <$35HKyear (25%; 119n) 94%
Asian/Pacific Islander (17%; 135n) 92% $35k$100K/year (34%; 264n) 95%
>$100K/yea(32%; 250n) 89%

GWI1A. Overall, would you say you are satisfied or dissatisfied with Metro? 16-6255 King County Metrp 21



Overall Satisfaction by Subgroup

2 KAfTS ONRFRSNI alFdGAaFflIOGAzy Aa O2YLI NIofé KAIK | ONB highest €
among women 164, riders from <35K/year households, and riders in East King. Satisfaction intensity is slightly lower @mong hig
income ($100K+/year) riders, infrequent riders and male riders than other rider groups.

Male 16-54 (n=244 MoE:=6. 3 Y O/ SR 5206 et
male 55+ (n=139 MoE=3.3 N U M 4606
Female 16-54 (n=219 MoE=6. ¢ -t S 2096
Female 55+ (n=179 moE=7.3 T O W A 06 S 606D

<saskiyear (n=119 MoE=9v |- VL 7 M S 706N 5o
s35k-$100kiyear (n=264 MoE=6 N Vo M 4 8% Sek
+ $100klyear (n=250 MoE:=6. 2 e S A 600

m Very Satisfied m Somewhat Satisfied DK/Ref m Somewhat Dissatisfied  m Very Dissatisfied

GWI1A. Satisfaction Rating: Overall satisfaction with KC Metro 16-6255 King County Metrp 22



Overall Satisfaction by Seattle/North Geography

Comparing more granular striegions within Seattle/North, satisfaction intensity is slightly higher in Central
Seattle and slightly lower in the North region of the city. There is minimal dissatisfaction among riders in all thri
areas.

Overall
(0) 0) 0

4
North Seattle
0} 0}
South Seattle
0)

m Very Satisfied Somewhat Satisfied DK/Ref m Somewhat Dissatisfied ® Very Dissatisfied

Central Seattle

(0]
(n=142 MoE=8.2%) 42% 4

46% 4

GWI1A. Satisfaction Rating: Overall satisfaction with KC Metro 16-6255 King County Metrp 23
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Individual Rider Satisfaction Elements

M7B. Frequency of service Level of Service 36%
M7B_5. Frequency of nighttime service after 10:00 p.m.* Level of Service 7%
MT7A. Ontime performance Level of Service 33%
M7C. Availability of service where you need to travel Level of Service 38%
MTE. Amount of time it takes to travel Level of Service 34%
MU. Distance from home to the bus stop Level of Service 59%
M7G. Inside cleanliness of buses Comfort& Cleanliness 42%
M7I Overcrowding on the bus Comfort& Cleanliness 22%
M7J. Ease of getting on and off due to crowding on the bus Comfort& Cleanliness 39%
M7Q. Availability of seating at shelters and stops Comfort& Cleanliness 30%
M7L. Driver helpfulness with route and stop information Operators 64%
M7M. Drivers operating the bus in a safe and competent manner Operators 76%
M70. Drivers effectively handling problems on the bus Operators 58%
M7K. Driver courtesy Operators 74%
M700. Drivers starting and stopping the bus smoothly Operators 58%
M9. The number of transfers you have to take Transferring 41%
M11. Thewait time when transferring Transferring 25%
F5A. The ease of paying fares when boarding Fare Payment 79%
F5G. The value of service for fare paid Fare Payment 60%
F5B. Your ORCA card overall Fare Payment 81%
F5B2.  Your UPASS overall* Fare Payment 71%
PS2A. Personal safety on the bus related to the conduct of others during the daytime Personal Safety 50%
PS2C. Personal safety waiting for the bus in the daytime Personal Safety 64%
PS2B. Personal safety on the bus related to the conduct of others after dark Personal Safety 34%
PS2D. Personal safety waiting for the bus after dark Personal Safety 28%
PS2E. Personal Safety in the downtoviransit tunnel Personal Safety 52%
IN3C. ! @FAtlFoAfAGE 2F aSNIBAOS AYyF2NNIGAZY 2 Information 46%
IN3I. Availability of information at bus stops Information 30%
IN3F. Website posting of service delays or other problems Information 33%
IN3L. Ability to provide feedback such as registering a complaint or commendation Information 31%
IN3K. Notification of service changes Information 34%
INBA. h@SNIfft FoAfAGe G2 3ASH AYyF2NXIOGA2Y |0 Information 52%
GWI1A. Overallsatisfactionwith King County Metro Overall 49%

* NOTE: Elements that were asked of relatively few respondents were excluded from the average ratingg {455 King County Metrp 25
their respective agaregate service dimension.



Aggregate Service Dimension Satisfaction

DSy SNJI f élu)\a'-FIOu)\zy OAYOf dZRAY3I aOSNEE | yR a&a2vYS5«

~

RAYSyaAz2ya GKAES alradArAaFTrOldAz2y AyGSyarde o6a0@SNE a
level of service dimensions compared to 2015.
Bl Very Satisfied " Somewhat Satisfied Total Satisfied
Fare Payment P40J5) 74% 20% 93%
2015 74% 94%
Operators 26% 92%
92%
Personal Safety [ 40% 84%
85%
Level of Service (LOS) NN 38% 7898
82%
Information 39% 76%
84%
Comfort / Cleanliness L 41% 75%
76%
Statistically significant shifts
Transferring 41% 73% represented bya or icon.
76%

bh¢9Y ¢KS Hwnanmc F3IANBIALGS OFGS3I2NE NIGAy3Ia dzaS GKS YSIyYy a@SNE
the individual elements included in each respective service dimension. The aggregated 2015 dimensio
have been recalculated to include only the elements tested in both 2015 and 2016 versions of the survlt’ahlaga%% King County Metrp 26



Individual Element SatisfactiagqHighest Rated

azald 2F HANPICR KASNKBAEAIS | GGNAOGdziSa NBYIFAY GKS KA3J
are lower for operators driving safely, overall satisfaction is largely unchanged.

Highest Rated Service Elements Statistically significant

- shifts represented by a2
(60%+ Very Satisfied) or y icOn.

B Very Satisfied I Somewhat Satisfied Total
FARE: ORCA Card 81% . 14%  96%

83% 98%
FARE: Ease of payin g L 1% 96%
96%
OPERATORS: Drives safélyi iy 7 S 19% ) 95%
96%
OPERATORS: Courte Y 7 7 S 22% o 95%
93%
OPERATORS: Helpfulne S5 7 25% ) 90%
93%
SAFETY: Daytime at stopSEE 77 20% ] 93%
95%
FARE: Value of servicE i s 20% T 89%
89%
0% 20% 40% 60% 80% 100%
16-6255 King County Metrp 27
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Individual Element SatisfactigqHigher Rated

Several elementsincluding a couple of the operator ratings and overall ability to get route/schedule inforntiane
RSONBFaSR Ay AyidSyaade odadS Narwih piekicusfykassRatisfactotzwvith tid @aNd f
smartphone has dropped, however.

Higher Rated Service Elements Srt]?]}tisﬂca'r'y Sig?izcsm
(50-60%+ Very Satisfied) oy i EYE
B Very Satisfied I Somewhat Satisfied Total
= Los: Distance to stodi S 27% 86%
9 63% 89%
= OPERATORS: Smooth start/stdgi G2 34% 92%
= 91%
= OPERATORS: Handles proble iS22 28% 86%
= 89%
9 INFO: Ability to obtain route/sched RN 2 37% 90%
= 92%
= INFO: smartphone N2 33% 859%
e 95%
= SAFETY: Transit TunnéiEEZZD 40% 91%
= 86%
= SAFETY: Onboard daytimEl= 7 40% 90%
= 89%
0% 20% 40% 60% 80% 100%

16-6255 King County Metrp 28



Individual Element Satisfactiaggl.ower Rated

Satisfaction ratings for the availability of info online, frequency of serviegmnanperformance, loading/unloading
due to crowding, and information at stops have each dropped from 2015.

Lower Rated Service Elements Srt]?‘]}tiStica”y Sigpigcsm
. shifts represented by a
0)
(34-49% Very Satisfied) or v icon.
B Very Satisfied I Somewhat Satisfied Total
INFO: Online Y7 38% L 84w

61% 94%
C&C: Cleanliness on-boar A7 M 4596 87%
84%
TRANSFER: Number G L 36% . 77%
80%

C&C: Loading / unloading

(o]

=

Lo

—

O

=

L0

et

(<o)

S

Lo

e

= - 780

=1 (ease due to crowding onboard)__

i 87%

= LOS: Availability of serviclEEZ T 86% T T4%y

9 81%

= LOS: Frequency of servicElE e 42% /8%y

4 82%

g INFO: Service change SRR T/ 43% . 78%

9 79%

= LOS: Travel ime EZIZE 43% | TT%

9 80%
0% 20% 40% 60% 80% 100%
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Individual Element Satisfactiaglowest Rated

Since 2015, satisfaction with several of the level of service and informratated elements attributes have dropped, both
overall and in intensity. Website postings of delays, the ability to give feedback and information at stops are loweenear
year. Ontime performance has also dropped slightly.

Lowest Rated Service Elements g;?fttft:gz'r'gszgggcs;‘;
(<34% Very Satisfied) or v icon.

B Very Satisfied I Somewhat Satisfied Total
3 SAFETY: Onboard after darikueEy 47% 81%
et 19%
= LOS: On-time performanccllllEEL7 41% 7509
3 80%
& INFO: Website postings (of delays / problem)INEE7 M 38% 70%V
S 86%
o INFO: Feedback (ability to provide)llllEr LS 34% 65%vw
= 70%
:“_3 C&C: Seating at stops/shelters (availability 43% 74%
S 77%
o INFO: At stops 46% 7690w
= 80%
= SAFETY: Waiting after darKuizr7 46% 74%
3 76%
:“_3 TRANSFER: Wait tim L 45% 70%
S 72%
— C&C: Overcrowding V7L 37% 59%a
= 54%

0% 20% 40% 60% 80% 100%
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Element Satisfactiog Significant Shifts Only

Web postings of delaysM ¢’z a { I G4 A & T A S R £10)Jinfovi nfapBonel(@), il Rat of IGadidg/unloading
on crowded busesq) saw the steepest declines of individual elements from 2015 to 2016. Ratings for safety in the trans
tunel (+5%) and overcrowding (+5) both increased.

Service Elements with Significant Shifts in  Statistically significant

Satisfaction Ratings from 2015 to 2016~ >''® fepresented bya
B Very Satisfied Somewhat Satisfied Total .
= INFO: Smartphone 77 33% 85%V
9 95%
— SAFETY: Transit Tunn el -7 . 40% 9194
3 86%
] INFO: Online 38% 84%w
9 61% 94%
= C&C: Loading / unloading e 7 40% 789w
9 87%
— LOS: Availability of Serviceummmme -7 36% 74%V
9 81%
— LOS: Frequency of servic Il s 42% 78%Y
3 82%
] LOS: On-time performancelEE7 M 41% 75%
e 80%
= INFO: Website postings (of delays/problemg)EE/ M 38% 70%w
9 86%
- INFO: Feedback (ability to provide)mciLZ 34% 65%V
9 70%
— INFO: At stops 46% 76%w
9 80%
= C&C: Overcrowding IEZZ7 N 37% 59%A
Lo
—

54% :
: ° 16-6255 King County Metrp 31



Individual Element SatisfactigHighest Rated

. Sft26 Aa | O2YLI NR&az2y 2F 2yfeée (0KS GaOSNE al dAafTa
alGAaFlIOGA2Y AyiaSyairide GKIYy Ay at ")\é?léﬂxzy -1
aa2YSeKIU akGAaFASRE NI GKSNJ GKFYy RA&&FIUAAFTASRO ¢
a4 SyiGKdzaAlFaldAOLIfte Fa Ay LINBGA2dza &8SINRX GKSe@ |

Very Satisfied % 2014 2015 2016

FARE: ORCA Cards 87% 83% 81%
FARE: Ease of paying 81% 81% 79% V
OPERATORS: Drives safely 74% 82% 76% v
OPERATORS: Courtesy 76% 74% v
OPERATORS: Helpfulness 66% 68% 64% V
SAFETY: Daytime at stops 70% 63% 64%
FARE: Value of service 62% 59% 60% Y
LOS: Distance to stop 52% 63% 59% Y
OPERATORS: Smooth start/st 66% 58% Y
OPERATORS: Handles problems 55% 69% 58% Y
INFO: Ability to obtain 63% 62% 52% V
INFO: Smartphone 60% 52%
SAFETY: Transit tunnel 51% 51% 52%
SAFETY: Onboard daytime 59% 53% 50%

16-6255 King County Metrp 32



Individual Element Satisfactiaglowest Rated

Satisfaction intensity is lower for several elements in 2016, particularly for some of the level of service and
informationcrelated items. However, in most cases, this has not translated to increased dissatisfaction.

Very Satisfied % 2014 2015 2016

INFO: Online 71% 61% 46%V
ONBOARD: Cleanliness 47% 45% 42%
TRANSFER: Number of 35% 41% 41%
ONBOARD: Loadlng/unloadlng 36% 3506 390 A
(ease due to crowding onboard)
LOS: Availability of service 40% 44% 38% Vv
LOS: Frequency of service 36% 47% 36% ¥
INFO: Service changes 41% 34% v
: \4
LOS: Travel time 41% 41% 34%
SAFETY: Onboard after dark 37% 36% 34% "
LOS: Ostime performance 41% 43% 33%Y
INFO: Website postings (of delays / 39% 330% v
problems)
INFO: Feedback (ability to provide) 35% 31% v
STOPS: Seating (availability of) 29% 27% 30%
INFO: At stops 45% 41% 30% v
SAFETY: Waiting after dark 28% 34% 28%V
TRANSFER: Wait time 26% 30% 25% v
ONBOARD: Overcrowding 21% 20% 22%
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Individual Element SatisfactigqHighest Rated

WARSNE Ay 9Fad YAy3a 3IAGS KAIKSNI aOSNE al GAaFASRE NI GA
the sole exception, East county riders are the least satisfied with the distance to the bus stop, which is fitting cptigderin
relatively lower transit density across residential neighborhoods in thatisedn

Very Satisfied % Seattle/North King SouthKing

FARE: ORCA Cards 79% 86% 89%
FARE: Ease of paying 80% 75% 81%
OPERATORS: Drives safely 7% 70% 80%
OPERATORS: Courtesy 74% 68% 78%
OPERATORS: Helpfulness 66% 58% 65%
SAFETY: Daytime at stops 63% 56% 76%
FARE: Value of service 61% 55% 62%
LOS: Distance to stop 65% 52% 46%
OPERATORS: Smooth start/st 57% 56% 63%
OPERATORS: Handles problems 55% 54% 71%
INFO: Ability to obtain 52% 50% 57%
INFO: Smartphone 52% 50% 55%
SAFETY: Transit tunnel 53% 43% 58%
SAFETY: Onboard daytime 47% 42% 68%
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Individual Element SatisfactignLowest Rated

Intensitywise, South King riders are generally less satisfied wHboand cleanliness, transfer wait times, operator safety
and courtesy and all safety aspects than riders in other areas. Efforts to improve these service aspects in South King ¢
have a relatively high impact on overall satisfaction with those attributes.

Very Satisfied % Seattle/North SouthKing

INFO: Online 449% 48% 51%
ONBOARD: Cleanliness 41% 36% 52%
TRANSFER: Number of 39% 45% 44%

ONBOARD: Loading / unloading

0 (0) )
(ease due to crowding onboard) 38% 34% 48%
LOS: Availability of service 37% 42% 41%
LOS: Frequency of service 34% 34% 44%
INFO: Service changes 33% 34% 41%
LOS: Travel time 32% 36% 42%
SAFETY: Onboard after dark 32% 25% 51%
LOS: Ostime performance 32% 35% 37%
IIol\rlcl):tgl)e r\7/1\/Se)b5|te postings (of delays / 319 3504 38%
INFO: Feedback (ability to provide) 31% 29% 34%
STOPS: Seating (availability of) 29% 30% 37%
INFO: At stops 28% 33% 31%
SAFETY: Waiting after dark 28% 22% 36%
TRANSFER: Wait time 25% 17% 35%
ONBOARD: Overcrowding 22% 19% 26%
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Individual Element SatisfactigqHighest Rated

Riders from loweimcome households are consistently less satisfied (intewss®) with some service elements
relating to fare payment, operator courtesy and helpfulness.

Very Satisfied % <$35K $35$100K >$100K

FARE: ORCA Cards 74% 83% 84%
FARE: Ease of paying 70% 84% 83%
OPERATORS: Drives safely 72% 75% 78%
OPERATORS: Courtesy 67% 75% 75%
OPERATORS: Helpfulness 59% 68% 63%
SAFETY: Daytime at stops 65% 65% 64%
FARE: Value of service 55% 61% 65%
LOS: Distance to stop 70% 58% 57%
OPERATORS: Smooth start/st 61% 57% 55%
OPERATORS: Handles problems 58% 53% 62%
INFO: Ability to obtain 51% 55% 50%
INFO: Smartphone 51% 53% 48%
SAFETY: Transit tunnel 59% 51% 53%
SAFETY: Onboard daytime 47% 54% 49%
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Individual Element SatisfactignLowest Rated

Riders from higheincome households are the least satisfied with cleanliness, travel time, the availability of info :
stops and the ability to give feedback to Metro.

Very Satisfied % <$35K $35$100K >$100K

INFO: Online 43% 48% 46%
ONBOARD: Cleanliness 51% 39% 38%
TRANSFER: Number of 45% 39% 39%
(case due to crowting onboarc) 38% 40% 38%
LOS: Availability of service 37% 42% 37%
LOS: Frequency of service 32% 35% 36%
INFO: Service changes 35% 34% 32%
LOS: Travel time 44% 38% 25%
SAFETY: Onboard after dark 36% 30% 38%
LOS: O#time performance 46% 33% 26%
Ipl\rl(lyztfl)e r\::;e)bsite postings (of delays / 28%% 39% 299%
INFO: Feedback (ability to provide) 41% 29% 25%
STOPS: Seating (availability of) 32% 31% 29%
INFO: At stops 36% 33% 23%
SAFETY: Waiting after dark 33% 24% 32%
TRANSFER: Wait time 22% 29% 20%
ONBOARD: Overcrowding 26% 23% 20%
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Individual Element SatisfactiagqHighest Rated

Several fare and operatoelated items remain the highesated elements in 201§ both in intensity and in overall
satisfaction. Of the highesated attributes, only distance to stop and availability of info on smartphones have non
negligible dissatisfaction ratings.

m Very Satisfiedm Somewhat Satisfiec (Neither Satisfied Nor Dissatisfied /No OpiniamSomewhat Dissatisfied Very Dissatisfie

FARE: ORCA Car 7 S 1471050

FARE: Ease of payin S - S 57560855
OPERATORS: Drives saf¢ 76% 19%  1964)
OPERATORS: Courte S 7 S 1 229 0%
oPeRATORS: Helpfulne SSIEINGTEIEGEEEEZ 25% 5%
sAreTY: Daytime at stofSHENEGTIIGNGZ 29% 19%4%%)
FARE: Value of servicE 29% 2% 6%

Los: Distance to stor = S 1 2796 e
OPERATORS: Smooth start/std 58% 34% 2965%E
OPERATORS: Handles proble iGNNI 28% 5%
INFO: Ability to obtain 37% 2% 6% )

INFO: Smartphone [ 22 33% 39 3%

sareTy: Transit tunndi GGG 40% 3%5%E
sAFeTY: onboard daytimEl NGNS 40% 2% 6% 2

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100%
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Individual Element Satisfactiaglowest Rated

Of the elements asked of all riders, overcrowding received the highest level of dissatisfied ratings. Satisfactionsiateasawer for
transfer wait times, night time stop safety, information and the availability of seating at stops and the ability to ffeediokck,
AyOf dzRAYy 3 O2YLX IAyda IyR O2YYSYRIGA2yad CSEgSNI GKFyYy Gl

m Very Satisfied m Somewhat Satisfied  (Neither Satisfied Nor Dissatisfied /No Opiniom)Somewhat Dissatisfiedm Very Dissatisfiec
INFO: Online 46% 4% 39

ONBOARD: Cleanlines 42% 2% 8% X

TRANSFER: Number ¢ 41% 3%  14% XA
hb. h! wsY [ 2F RA 29% 3% 13% A
LOS: Availability of servicil L~ 86% 2% 1eve e

LOS: Frequency of servicElNE/ NS~ 42% 0 2%as% s

INFO: Service changeSlNNNEZ M~ 43% 1 &%

LOS: Travel time [ EL M 43% 3% 1A% N

SAFETY: Onboard after daiiiNEL M 471% | 5%I11% e

LOS: On-time performanc il NNEE M 41% T A%nae% = A

INFO: Website postings (of delays / problemSjIEEZ 38% 0 12% 4%
INFO: Feedback (ability to providjilEFCZ 32% 1 16%
STOPS: Seating (availability il NNNE M 43% | 6% as% A

INFO: At stops

SAFETY: Waiting after darkil /0 46% A% =
TRANSFER: Wait imElZS N 45% A% 1o % e

ONBOARD: OvercrowdinGilFZZ7 0~ 37% 6%

LOS: Frequency of Service After 10pilicZ8 " 30% 24%
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Individual Elementg Net Satisfaction Ranking

Riders show strong net satisfaction (SatisfieidusDissatisfied %) for most attributes. Nighttime service frequency has theen
dissatisfied rating, while overcrowding, transfer wait times and the availability to give feedback receive the loweshgeet rat
High net sat. (+80%stue), Moderate net sat. (+571%=jreer), Low net sat. (+2@819=0range), Very Low net sat. (<20%ed)

Service Element

Total Total Net
: Satisfied | . L Satisfied
Service Element Dissatisfied

(Very+ (Very+Smw) (Sat. over

Smwi) 4 Dissat +/-)
FARES: Ease of paying 96% 4% +92%
FARES: ORCA card overall 96% 4% +91%
OPERATORS: Driver courtesy 95% 4% +91%
OPERATORS: Driver safe & 95% 4% +91%
competent
SAF.ETY: Safety waiting 93% 6% +87%
daytime
OPERATORS: 0 0 0
Starting/stopping smoothly EEY i +86%
SAFETY: Safety in DT transit 91% 6% +85%
tunnel
OPERATORS: Driver 90% 504 +85%
helpfulness
SAFETY: Daytime safety w/ 90% 8% +81%
others
FARES: Value of service 89% 9% +80%
OPERATORS: Drivers hanc 86% 8% +78%
problems
C&C: Cleanliness dioard 87% 11% +77%
LOS: Distance to stop 86% 13% +74%
INFO: Info on smartphones 85% 13% +72%
INFO: Info online 84% 13% +71%

SAFETY: Nighttime safety w/
others

INFO: Service change
notification

C&C: Ease of entering/exitir

LOS: Travel time

LOS: Frequency of service

TRANSFERS: Number of
transfers

INFO: Info at stops

LOS: O#ime performance

C&C: Seating availability at
stops

INFO: Website delay posting
SAFETY: Safety waiting after
dark

LOS: Availability of service
INFO: Feedback ability
TRANSFERS: Transfer wait
time

C&C: Overcrowding elmoard
LOS: Nighttime frequency

Total Total Net
Satisfied . o Satisfied
Dissatisfied
(Very+ (Very+Smw) (Sat. over
Smwf) y Dissat +/-)
81% 14% +66%
78% 16% +62%
78% 18% +60%
77% 20% +58%
78% 21% +57%
77% 21% +56%
76% 21% +55%
75% 21% +53%
74% 21% +53%
70% 17% +53%
74% 22% +52%
74% 24% +50%
65% 19% +46%
70% 27% +43%
59% 35% +24%
37% 39% -1%
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Key Drivers Analysis

A Key Driver Analysis, also referred to as an importance/performance analysis, evaluates th
NEBfFGAZ2YyaKALIE 6S06SSYy NARSNEQ aldAafl OlAz
Metro as a whole to identify the most important areas to focus on improving and maintaining
. @ R2AY3 Iy lylrteara 2F NARSNARQ 20SNIff 3
AYVRAODGARdzZrf ASNWAOS StSYSyidhaszx 6S OFy SadAy
overall level of satisfaction with the agency. For this analysis, we have converted each

satisfaction into a foint scale (Very Satisfied=5, Somewhat Satisfied=4, Neither Satisfied Nc

Dissatisfied=3, Somewhat Dissatisfied=2, and Very Dissatisfied=1) and run the mean rating
each element tested in the survey.

Service element importance is determined using a regression analysis of the relationship
0SU6SSY SIFOK SftSYSyiaQa aldaAra¥slrOGA2y NI GAY
helps identify which individual elements have the strongest impact on overall satisfaction wit
the service. In the following quadrant charts, the relative importance levels are shown
vertically, with the more important elements (having a stronger impact on overall satisfaction
appear higher on the chart and less important elements (having a weaker impact on overall
satisfaction) appear lower on the chart.

The Key Drivers Analysis classifies the relative levels of importance and performance into fo
general categories:

More important and lower ratedg Highest priority improvement area
More important and higher ratedc Maintain
Less important but higher rated Monitor
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Key Drivers Analysis

A Key Driver graph plots the results in a tdimmensional chart. Each element satisfaction rating is

plotted on the graph by its importance to overall agency satisfaction (on-dea@s} and the
performance in that area on thegxis.

This generates four quadrants. The most important is thelefpquadrant. The items plotted here
have high importance to riders but their satisfaction in those areas is relatively low. These are the

areas where improvements will have the biggest impact and generate the greatest increase in
customer satisfaction for the effort.

More important and lower
rated ¢ Highest priority

More important and higher

: rated ¢ Maintain
improvement area

Less important and lower Less important but higher
rated ¢ Strategically Target rated ¢ Monitor
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Key Drivers AnalysgsService Dimensions

Aggregated Service Dimensions As broader service dimensiohgyvel of
Service, Information Sourceand

Transfersare key improvement areas for
Metro. These include many of the most

Level of Service : .
important attributes that are also lower
1.500 .D rated.

As the secondhost important service
Personal Safety attribute, Personal Safetys a key
40 maintenance target. Metro should
continue to focus efforts on safety to
keep it from slipping into the
Information improvement category.

Transferring ~ Sources Comfort and Cleanliness the least
0.000 Q4 C 1Y important of the broader service )
(] RAYSyaArzya odzi AGQ:z
v performing. Metro will want to
strategically some of these elements,
particularly the ease of getting on/off
crowded vehicles and the availability of
seating at stops.

-1.000 ~ .
oV CAY I f f &peratofindiEam &
Fare Payment Paymentare currently the highest rated
but also have less bearing on overall

2.000

~
o
o
S

0.500

Metro Operators
-0.500

Lower <-------Importance-------> Higher

500 Comfort and satisfaction than other service
Cleanliness dimensions. It will be worth tracking
these for possible changes in the future.
-2.000
-2.000 -1.500 -1.000 -0.500 0.000 0.500 1.000 1.500 2.000

Lower <------- Satisfaction-------> Higher
+*Arrows indicate the approximated directional shift from relative importance/satisfaction position in 2015. 16-6255 King County Metrp 44



Key Drivers Analystsindividual Elements

Lower <-------Importance-------> Higher

All Individual Elements

2.500

2.000 - .
IN3L. Ability to provide
feedback
. M7B. Frequency of service
1.500 M11. Wait time when ‘ PSIA. Ontt;]zlo(rjc;;afety during
transferring . .
S | | Maintain
M7G. Inside cleanliness of
I m p rove M9. Number of transfers buse F5G. Value of service
1.000 o i P'S
M7J. Ease of getting on and’ O .
off crowded bus M7L. Helpfulness with
M70. Handles problems information
effectivel
0.500 PS2D. Safety at stops aﬂ. Y
dark M7A. Ontime performance _
IN3C. Availability of
information online ; |
M7Q. Availability of seatir‘. ‘ F5A.\/\/Ehaesnet?c]:apr?j)i/rl12]g i
0.000 atshettersand-stops MU. Distance from hom
o . M7E. Amount of time it . to the bus stop
M7C. Availability of Service takes to travel M7M. Operates vehicle
IN3I. Availability of - - @ safely
-0.500 information at bus stopsPSZE' pa Wwn fansit
tunnel F5B. ORCA cards
IN3F. Website posting of
delays M700. Starts / stops the bus ’ 0
-1.000 smoothl
M71. Overcrowding on the Y M7K. Courtesy
bus
e PS2C. Safety at stops during
-1.500 IN3J. Availability of the day
PS2B. Onboard safety after information via
dark smartphones .
Monitor
-2.000
IN3K. Notification of service
changes
-2.500
-2.500 -2.000 -1.500 -1.000 -0.500 0.000 0.500 1.000 1.500 2.000
Lower <------- Satisfaction-------> Higher

Comparing all of the individual
elements together, Metro will need
to focus on a variety of items for
immediate improvement. These
elements span a number of different
service dimensions and include, in
order of importance:

1) Ability to provide feedback
2) Frequency of service

3) Transfer wait times

4) Number of transfers

5) Ease of getting on/off crowded
buses

6) Ontime performance
7) Safety of stops after dark
8) Availability of seating at stops

Additionally, there are some
maintenance and strategic target
items that are borderline
improvement priorities, including
travel time, availability of service
interior cleanlinessaandthe
availability of information online
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Key Drivers AnalystsFull Element List

The following table shows the satisfaction ratings and importance rankings, as well as the recommended prioritizationfstraged individual service element
within its respective service dimension.

Service Dimensions and Elements Importance Very Satisfied % Mean Satisfaction Strateg
Level of Service 1 40% (Average) 3.92 Improve

Frequency of service 36% 3.87 Improve

Ontime performance 33% 3.81 Improve

Travel time 34% 3.86 Strategically Target
Distance to stop 59% 4.27 Monitor
Availability of service 38% 3.81 Strategically Target |
Personal Safety 44% (Average) 4.19 Maintain
Onboard during the day 50% 4.29 Maintain

Waiting at stops after dark 28% 3.75 Improve
Downtown transit tunnel 52% 4.36 Monitor

Waiting at stops during the day 64% 4.49 Monitor
Onboard after dark 34% 3.97 Strategically Target
Ability to provide feedback 31% 3.70 Improve
Availability of information online 46% 4.15 Maintain
Availability of information at stops 30% 3.81 Strategically Target |
Website postingf delays 33% 3.82 Strategically Target
Availability of information via smartphones 52% 4.21 Monitor
Notification of service changes 34% 3.93 Strategically Target

Transferring

33% (Average)

BIWIN|IPIN|IWINIPENO AR WINIPERN [P EO OB IWINIRPESG A WINIRPINIOIRWIN|-

Wait time when transferring 25% 3.60 Improve
Number of transfers 41% 3.91 Improve
Handles problems effectively 58% 4.34 Maintain
Helpfulness with information 64% 4.48 Maintain
Operates vehicles safely 76% 4.65 Monitor
Starts / stops vehicles smoothly 58% 4.43 Monitor
Courtes 74% 4.64 Monitor
Value of service 60% 4.38 Maintain
Ease of paying fares when boarding 79% 4.70 Monitor
ORCA cards 81% 4.71 Monitor
Comfort and Cleanliness 33% (Average) 3.81 Strategically Target
Inside cleanliness of buses 42% 4.17 Maintain
Ease of getting on and off crowded bus 39% 3.93 Improve
Availability of seating at shelters and stops 30% 3.77 Improve
Overcrowding on the bus 22% 3.33 Strategically Target
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Level of Service Satisfactiqryearto-Year

A few of the level of service indicators received drops in satisfaction from 2015 to 2016. The availability of serViee has f
the most (84 74%;-7 points) while ime-centric elements like etime performance-6%) and frequency of servicd%)
have dropped, as well. All four of the lowated LOS elements are either improvement targets or borderline targets and
offer opportunities to help drive satisfaction with the overall agency, particularly with additional funding for more.service

Level of Service Satisfaction

Bl ery Satisfied " Somewhat Satisfied Total
= LOS: Distance to stop 59% 86%
[Monitor]
9 63% 89%
% Los: Avalabity of senvce IS G N 74
9 44% 81%
% L0s: Frequency ofservc ST 2 5%
[Improve]
ot 47% 82%
E Los: Travel ime IS 7
9 41% 80%
2 Los: on-tme performance ISR EE I 75
[Improve]
9 43% 80%
0% 20% 40% 60% 80% 100%

16-6255 King County Metrp 48



Level of Service Satisfactiqrirull Ratings

About threein-F 2 dzZNJ NARSNB | NB &l GAAFASR gA0K Y2ad [h{ StSYS
moderate dissatisfaction with each element. Frequency of service atwhemerformance are the top LOS improvement
priorities, followed by travel time and service availability as potential secondary targets.

Level of Service Satisfaction

Distance to stop 59% ' %% 86%
[Monitor]
Availability of 0 0
service o 74%
Frequency of service ’ %% /8%
[Improve]
Travel time Y (7%
On-time
0
performance 5%
[Improve]

Frequency of service

7% 24% 16% RIEG

after 10pm
B Very Satisfied m Somewhat Safisfied ' Neither m Somewhat Dissatisfieds Very Dissatisfied Total Satisfied
b20SY CNBIljdzSyOe 2F aSNBAOS FHFGSNImaLlY gl a La 2yte FalSR 27
{ SNBAOS¢ YR Aad LINBRAALRASR (2 t26SNI aldiAaTlIOdAzy NrGAy3Iad
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Key Drivers: Level of Service

2.000

1.500

1.000

0.500

0.000

-0.500

Lower <-------Importance-------> Higher

-1.000

-1.500

-2.000
-2.000

Level of Service

M7B. Frequency of
service .

M7A. Ontime
performance

M7E. Amount of time it
takes.to-travel

] MU. Distance from
M7C. Availability of home to the bus stop
Service
-1.500 -1.000 -0.500 0.000 0.500 1.000
Lower <------- Satisfaction-------> Higher

Ontime performanceis a key
improvement priority target among

the level of service elements. Reducing
delays and improved schedule
consistency offers the highest rate of
return (in overall satisfaction) for the
resources required relative to other
LOS items.

Frequency of servics one of the top
improvement priorities in the survey
and could yield some of the highest
returns for overall satisfaction if

Metro can devote additional resources
towards improving it. However, given
Ala NBEAFIYyOS 2y IR
likely less practical than other

potential improvement opportunities.

Travel timeand theavailability of
serviceare borderline improvement
areas but may be more difficult to
implement as they can be contingent
on additional funding. Both would be
potentially effective future initiative
priorities, behind frequency of service.

*M7B_5. Frequency of nighttime service after 10:00 p.m. has been excluded from analysis because of the small n size 16-6255 King County Metrp 50



OnTime Performance

Threelj dzZ NJI SNE 2 F NJA-tin® pforniahcé favorab® iadRt@east d@ngfive are dissatisfied with this
element, albeit with diminished intensity. Dissatisfaction is slightly higher among riders in South county than thoge in ott
areas, while younger (184) and highincome riders are less satisfied with-ttme performance than other rider
demographic groups. While requiring fewer resources than other LOS improvement targets like increased frequency a
service availability, otime performance should be a key area of focus towards improving satisfaction with Metro, overall.

m Very Satisfied = Somewhat Satisfied Neither m Somewhat Dissatisfied m Very Dissatisfied
Overall 4% 16% A

Seattle/North King 56 I 16% ST
South King NSNS 7 S 366 20 5%
East King Y47 S ARG 2 2%,

North Seattie T 7 0 50/ 40/ M S
Central Seattle 596 17% AT
South Seattle 9%

Male NNV 43% A% s % e
Female NNV 40% T 4% % e

16-34 7%
35-54 Y7 S A2 Y 3 5%
55+ Y. S 96 2 596

<$35klyear 5% 4% T EY
$35k-$100k/year 4% 16% ER
+$100k/year NP7 A% 29 6%

Freq. Riders A% 1596 AT
Mod. Riders | Ny 7 M 0 4 396 4% S Ve
Infreq. Riders |57 S 35 /6 4% 6 Vs S

M7A. Are you satisfied or dissatisfied withtone performance? 16-6255 King County Metrp 51



Frequency of Service

About onein-five riders are dissatisfied with service frequency. East County residents are particularly polarized on thiisdeepite
JAPAYI GKS KAIKSald aOSNER aliAaFASRE NIGAy3IEa 2F | yeoneottl@2 NJ
most critical improvement priorities in the survey, improving satisfaction with service frequency could be a big drreglfor o
satisfaction with Metro. However, the additional funding and structural changes required likely make these improve mietsbéss
in the nearterm.

m Very Satisfied = Somewhat Satisfied Neither m Somewhat Dissatisfied ® Very Dissatisfied
Overall Y- S 4 296 29 6%
Seattle/North King | IECY 7 W A4 2g 5%
South King

East King NN Y7 27% 20 10%
North Seattle
Central Seattle
South Seattle NG 96 A% IS Ve e
Male

Female NS 40 % 2Y 7%
16-34 T S A Y 35 VY
35-54
55+
<$35klyear
$35k-$100k/year TN 45% gy 5%
+ $100k/year
Freq. Rider

Mod. Rider Ny 7S AR 2 7%

infreq. Rider Yo7 M 3906 3Y 50

M7B. Are you satisfied or dissatisfied with frequency of service? 16-6255 King County Metrp 52



Trave I Tl m e [Strategically Target]

While most riders are generally satisfied with the time it takes to travel on Metro buses)-bwe are also dissatisfied withis
attribute. General dissatisfaction is highest among riders living in South King and North Seattleindmherriders are aldess
satisfied with this attribute than other rider subgroups. While technically a strategic target, travel time is a bordggtmesment
priority as satisfaction is currently underperforming its relative importance level. If some practical improvements cde foe ma
increase travel time satisfactianparticularly in South King and North Seatflé K S&@ O2dz R KSf LJ 0 22Metio NJA F
while also reducing one of the key perceived advantages of driving over transit.

m Very Satisfied = Somewhat Satisfied Neither m Somewhat Dissatisfied  ® Very Dissatisfied

Overall | Y. S A 30/ 306 A

Seattle/North King ISC Y27 1 6.6 30 G A A
South King I 5,7 S 350 AY G SV
East King I .7 S 1 A6 20 7%

North Seattle 2277 1 0 28/ 40/ 20 T
Central Seattle N7 S 3906 AT
South Seattle

Male 7N 1 A8 Y6 3 49¢
T 5600 DA T R 506

16-34 7 S A 5 0 S 30/ 5 A
35-54 | = S A3 3G 3
55+ | 7 M A0 3 4%

<$35k/year .7 S 376 S AY GG,
$35k-$100k/year NNCT:L7 M A 3G 2T
+ $100k/year =7 S AT 20 3%

Freq. Rider Y, 7 S 1 30/ s S 30 G S Y
Mod. Rider NV 7 M AT Y 3G Y ST
infreq. Rider MG S 36 20 506

M7E. Are you satisfied or dissatisfied with amount of time it takes to travel? 16-6255 King County Metrp 53




Availability of Service by Subgroup (Stategically Target

Satisfaction ratings with the availability of service are middling across most rider subgroups as nearly a quarteranériders
dissatisfied, overall. Riders in East King and infrequent riders are less satisfied with this element than other ridéttbougbs
expanding the system would mean a lot to many riders (including current and potential new riders), the required funding an
resources likely make this less fruitful than eatieimplement efforts to improve etime performance and travel time.

m Very Satisfied = Somewhat Satisfied © Neither m Somewhat Dissatisfied ® Very Dissatisfied

Overall | T W 86 Y6 29 8%
Seattle/North King. | NS A7 M 886 i 2g 8%
South King IR Y W 866 g 5%
East King 41% 11%
North Seattie |7 3904 29 8%
Central Seattle N7 W 40% s 8%
South Seattle |G S 8206 2g 8%
VETS 0% Ol L) 5%
Female |INCY.7 W 8806 29 1%
16-34
35-54
55+
<$35k/year |NNEYLC M 37% 3% S % T
$35k-$100k/year
+ $100k/year
Freq. Rider
Mod. Rider N/ 7% By 7%

Infreq. Rider Y7 S 3106 20 3%

M7C. Are you satisfied or dissatisfied with availability of service where you need to travel? 16-6255 King County Metrp 54



Distance to Stop

East King riders are the least satisfied with the distance between home and the bus stop of any major subgroup. Althdtegh some
King riders would appreciate improved accessibility, these efforts may ultimately require more -tlifficydtement service
expansions while adding more stops may also be at odds with efforts to improve travel time, which is generally a morg argmrta
of focus for most riders.

m Very Satisfied Somewhat Satisfied Neither m Somewhat Dissatisfied ® Very Dissatisfied
Overall 27%
Seattle/North King 26%
South King 30%

East King 29%

North Seattle 26%
Central Seattle 22%

South Seattle 32% 1%
Male 29%

Female 25%

16-34 31%

35-54 23%

55+ 28%
<$35klyear 20%
$35k-$100k/year 30%

+ $100k/year 30%
Freq. Rider 27%
Mod. Rider 24%

Infreq. Rider 31%

MU. Are you satisfied or dissatisfied with the distance from home to the bus stop? 16-6255 King County Metrp 55



Frequency of Service After 10pm

Satisfaction with latenight service frequency is relatively low across all rider subgroups and is lowest among yot8wWer 16
riders, East King and Central Seattle riders. Increasing-tgétous frequency is likely to drive up satisfaction for service
FNBIljdzSyOesx a | gK2ftSd® Fb2iSY wSalLRyRSyila 6SNB 2yfte |

general service frequency, resulting in inherently lower ratings for this aspect of the service.

m Very Satisfied = Somewhat Satisfied Neither m Somewhat Dissatisfied m Very Dissatisfied

Overall 24%
Seattle/North King 27%
South King 19%

East King 19%

North Seattle 34%
Central Seattle 17%
South Seattle 28%
Male 29%
Female 20%
16-34 21%
35-54 24%
55+ 29%
<$35kl/year 23%
$35k-$100k/year 25%
+ $100k/year 23%
Freq. Rider 26%
Mod. Rider 22%

Infreq. Rider 25%

M7B_5. Are you satisfied or dissatisfied with frequency of service after 10pm? 16-6255 King County Metrp 56
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Personal Safety Satisfactiqryearto-Year

CKS LRaAGAGS AyaGaSyardge 2F (GKS LISNB22yIlf al FSde St
NI} GAy3a KIS RNRBLIISR I FS¢ LRAydaGa F2N a2 | ApariOyedall I ¥
satisfaction with safety in the Downtown transit tunnel is up from last year.

Personal Safety Satisfaction

B Very Satisfied I Somewhat Satisfied Total
= SAFETY: Daytime at stop L S 2096 93%
[Monitor]
9 63% 95%
[Monitor]
3 86%
£ SAFETY: Onboard daytim SN M 0% ] 90%
[Maintain]
S 89%
S SAFETY: Onboard after darKNEA UMM a7 1%
o 79%
S SAFETY: Waiting after dar/ETTTINNN % T 74%
[Improve]
3 76%
0% 20% 40% 60% 80% 100%
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Safety Satisfactiog Full Ratings

Dissatisfaction is minimal for daytime and Downtown transit tunnel safety but riders are less satisfied with both
GKS aF FGSNI RIN] ¢ alrFSae StSySyidao !'a | JirbeStopisafetyNE @
will be an important area of focus in the short term. Daytimeboard safety is another critical attribute required

for Metro to maintain high levels of satisfaction, overall.

Safety Satisfaction

Daytime at stops 64% 7y 93%
[Monitor]

Transit tunnel
[Monitor]

91%

Onboard daytime 90%

[Maintain]

Onboard after

dark s 81%

Waiting after
dark

[Improve]

74%

m Very Satisfied m Somewhat Safisfied = Neither m Somewhat Dissatisfiedm Very Dissatisfied Total Satisfied
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Key Drivers: Personal Safety

Lower <-------Importance-------> Higher

2.000

1.500

1.000

0.500

0.000

-0.500

-1.000

-1.500

-2.000

-2.000

Personal Safety

. PS2A. Onboard

during the day
PS2D. Waiting at
stops after dark
PS2E. Downtown
transit tunnel
PS2B. Onboard after PS2C. Waiting at
dark stops during the day
-1.500 -1.000 -0.500 0.000 0.500 1.000 1.500
Lower <------- Satisfaction-------> Higher

2.00C

Of the personal safety drivemsight-
time stop safetyis the key safety
improvement area for Metro to focus
on in the neaterm. As another
underperforming elemengn-board
safety after darkis a notable

strategic target, although it has a

f 2SN AYLI OG 2y Y
satisfaction than other safety
elements.

Riders are largely satisfied witim-
board safety during the daynd

they also view it as one of the most
important attributes. Metro should
consider this a key maintenance area
as it is an important element that
could have potentially negative
impacts on overall agency
satisfaction if it were to slip.

Safety at stops during the dagnd

in the Downtown Seattle transit
tunnel are highlyrated but are also

I £Saa ONARGAOLIE F
overall rating. They should be
monitored as needed but neither
needs to be higipriority area of

focus.
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Safety Waiting After Dark

About onein-five riders are dissatisfied with their safety while waiting for the bus after dark. Riders in South King, Soutt
Seattle, women, minority and younger riders show the highest concern for this element and it could be a potential detrim
for overall satisfaction if it gets worse. Stops and stations in South King should be key areas of focus, whaéea oders

I NBE GaOSNE RAaal GAAFASRE GgAUK GKSANI al FSae
m Very Satisfied = Somewhat Satisfied © Neither m Somewhat Dissatisfied ® Very Dissatisfied

Overall 280 I L B06 |
Seattle/North King 28% A% Y6 LT
South King 2% 206 17%  EEENLZ

East King 360 4% 11% L

North Seattle 6% 1 LT% Y
Central Seattle A7 S A Y 3/ 8 Y6 T
South Seattle

EUH 3300 Dy OZ e D e e 404
Female Sl 21% A

16-34 NNV 39% T 49220 A
35-54 6% T 14% T ENA
55+

White 31% 3%  17% = EX
Other 5%

<$35k/year K7 M 30 Y6 3G 20T
$35k-$100k/year
+ $100k/year

Freq. Riders
Mod. Riders 50676 A
Infreq. Riders 6%

PS2D. Are you satisfied or dissatisfied with personal safety waiting for tladtéudark? (n=708) 16-6255 King County Metrp 61




Safety Onboard During Daytime

Riders are generally satisfied with-board safety during the daytime, with notably little dissatisfaction. East King ridets@most
content with this attribute, astwal KA NR& ' NB G @OSNER al dAaFASR®E 5S&LIA G $orfedfdhe RA
most important overall attributes and may require maintenance effogarticularly in Central and South Seattle and South Kitay

ensure dissatisfaction levels remain low going forward.

m Very Satisfied = Somewhat Satisfied © Neither m Somewhat Dissatisfied = Very Dissatisfied
Overall 0% 40% 2% 6% 2
Seattle/North King 41% 3% 7% €1
South King 48% 2%06% 1%
East King 245
North Seattle 47% 2%6% "L
Central Seattle 37% LNV 490
South Seattle 32% 5% 9% A
Male 39% 3%4%K
Female 41% 2% 7% &3%
16-34 40% 3% 6% &%
35-54 42% 2% 7% ©
55+ 36%
White 38% 2%5% &)
Other 43% 3% 7% ¢V
<$35kl/year 39% 2% 6% W7
$35k-$100k/year 38% 3%4%K
+ $100k/year 38% 2% 9% @)
Freq. Riders 39% 2%6% L%
Mod. Riders 40% 2%b6%¢1
Infreq. Riders 41% 4% 6% %,

PS2A. Are you satisfied or dissatisfied with personal safety dutheelated to the conduct
of others during theaytime?
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Safety in Downtown Transit Tunnel

WARSNAE IINB y20 LI NIAOdzZ I NI & RA&AlIGAATFASR gAGK GKS al TS
{FTGAATFASRED A& 2SN IFY2y3 62YSY YR {2dziK YAYy3 Naii&Nh O
relatively lower priority safety element but it is worth monitoring going forward to ensure dissatisfaction levels stay low.

m Very Satisfied = Somewhat Satisfied = Neither ~m Somewhat Dissatisfied m Very Dissatisfied

Overall NG . 40% 395 %D

Seattle/North King | =577 S 1 376 s 4951
South King
East King

Male N7 3% 20Ae
Female

16-34 Y L7 DA% A%eke)
35-54
55+ [T s 430

White IR 7 N 39% 3%
Other | - 7 S A0 % 3%y

<$35klyear 5%62 %)
$35k-$100k/year T . 839% T 3%6 %0
+ $100k/year

Freq. Riders | =7 S 0 3906 304
Mod. Riders
infreq. Riders | N <7 S 38060 AYGYeN

PS2E. Are you satisfied or dissatisfied with personal safety dotetown transit tunnef?
(n=632) 16-6255 King County Metrp 63




Safety Waiting During Daytime

Daytime safety at stops is not considered an issue for most riders, neither is it a particularly high priority for nsdstt risl@rorth
monitoring as this could change if riders become less satisfied with this element in the future.

m Very Satisfied = Somewhat Satisfied  Neither
Overall

Seattle/North King
South King

North Seattle
Central Seattle
South Seattle

Male
Female

16-34
35-54

55+

White
Other

<$35k/year
$35k-$100k/year
+ $100k/year

Freg. Riders
Mod. Riders
Infreq. Riders

PS2C. Are you satisfied or dissatisfied with personal safety waiting for the bus in
the daytime?

29%
30%

34%
East King

30%
30%
29%

28%
30%

30%
32%
24%

30%
27%

25%
30%
28%

29%
28%
29%
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20%

m Somewhat Dissatisfied ® Very Dissatisfied

19494

2949
25

3YAYZE)
298%7&)

298%%)

3%A%A)
088/

2% 6% %

2989%

2989



Safety Onboard After Dark (Strategically Target

Most dissatisfaction with ofvoard safety after dark related to the conduct of others is not strong but South King and Soutl

Seattle riders are generally less satisfied with this element than riders in other areas. While this is a less impogant elerr

for the large portion of riders who do not ride Metro at night, improvements could be targeted to Southwhege nearly
oneini SYy NARSNE INB Ga@OSNE RAaal dAaFASRE GAGK

m Very Satisfied = Somewhat Satisfied © Neither m Somewhat Dissatisfied ® Very Dissatisfied

Overall 34% 5% 11% R
Seattle/North King 32% 6%
South King 500

East King 519% 4% 5%K

North Seattle 6%
Central Seattle 6%
South Seattle 5%TTT16% &)
Male 5% 2% el

Female INEEIU7N 0 51% A% 0% et

16-34 5% 15% A

35-54 U 0% Ay e 2% e

S5+ 6% 7% L %

WAUCEE  3/06 D ES10/ e 0 2 D 0

Other 5% 12% IR
<$35k/year
$35k-$100k/year
+ $100k/year 5% T 14% R
Freq. Riders
Mod. Riders 9%
Infreq. Riders NI 47% 0 AY s ey

PS2B. Are you satisfied or dissatisfied with personal safety on the bus related to the conduct
of othersafter dark? (n=703) 16-6255 King County Metrp 65
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Information Satisfactiolq Yearto-Year

The information satisfaction ratings are lower, y@seryearc particularly for Metro Online and smartphones, which have
each seen relatively steep declines in satisfactibd points) from 2015. As the key improvement priority within the
Information service dimension, the ability to provide feedback has also declined slightly.

Information Satisfaction

Bl Very Satisfied I Somewhat Satisfied Total
= INFO: Ability to obtain route/sched. 37% 90%
= 92%
fﬁ INFO: Smartphone 33% 85067
= [Monitor] 95%
= INFO: Online 38% 84%y
e [Maintain] 94%
= INFO: Service changeSE 43% 78%
= 79%
= INFO: Website postings (of delays 7 problems)mcE /s 38% 70%
o 86%
= INFO: Feedback (ability to provide \IIEXZ00 34% 65%v
3 mprovel 70%
= INFO: At stops 46% 76%
e 80%

0% 20% 40% 60% 80% 100%
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Information Satisfactiog Full Ratings

Of the informatiorrelated elements, the ability to provide feedback is the key improvement priority as it has unique value in
potentially aiding in more easily identifying and aiding improvement opportunities for various service elements. Adtfiidsal e
could be focused on maintaining satisfaction with the availability of information online. Delay postings and the avaifatoidity
at bus stops may have additional value as strategic targets but these may have limited impact on broader service sassfactiol

they are not frequently applicable to many riders.

Information Satisfaction

Overall ability to obtain
route/sched. information

Availability of information

via smartphone
[Monitor]

Avalilability of information
online [Maintain]

Notification of service
changes

Website posting of service
delays, etc.

Ability to provide feedback 34%

[Improve]

Availability of information

0
at bus stops 46%

2 716%

B Very Satisfied m Somewhat Safisfied ' Neither m Somewhat Dissatisfieds Very Dissatisfied Total Satisfied
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Key Drivers: Information Sources

Information Sources

2.500

2.000
_ 900 IN3L. Ability to
2 provide feedback
2
T 1.000
A\
0500 I_N3C.Av_allab|ll_tyof
o information online
(&)
g ®
£ 0.000 T
Q IN3I. Availability of
= information at bus
i -0.500 slops
‘ e I e
o -1.000 posting of delays
% smartphones
- ®

-1.500

IN3K. Notification of
service changes
-2.000
-2.500
2,500 -2.000 -1.500 -1.000 -0.500 0.000 0500 1.000 1500 2.000  2.500
Lower <------- Satisfaction-------> Higher

Among the informatiofrelated
elements, thaability for riders to
provide feedback such as
registering a complaint or
commendationA & 2y S 27T
biggest priorities for

improvement. This is both the
most important and lowestated
element among the informatien
related items.

Although theavailability of
information online, the
availability of info at stopsand
online delay postingsre not
strictly improvement priorities,
they are relatively lowated and
could easily be considered
borderline areas of focus.

Theavailability of information
via smartphonesand
notifications of service changes
are generally the leastnportant
satisfaction drivers in the
Information service dimension.
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ADbility to Obtain Route & Schedule Information

2 KAfTS NARSNBQ GOSNE aldAaFASRE NradAy3Ia F2N GKSANI(2OSH
10%; 62% 5299, it has not translated into particularly negative ratings. Element ratings are still largely positive but
intensity has diminished. More specific variations of this element (info via Metro online, smartphones and stops) are

discussed in greater detail later in this section.

m Very Satisfied = Somewhat Satisfied © Neither m Somewhat Dissatisfied ®m Very Dissatisfied

Overall 37% 2%6% %

Seattle/North King 37% 3% 7% %)
South King 40%

East King 37% 6%

Male 36%

Female 39% 3%4%Ml

16-34 39% 3% 6% Z

35-54 40% 2% 7%

55+ 34%

<$35klyear 40%

$35k-$100k/year 38% 6%

+ $100k/year 38% 3% 7% %

Freq. Rider 40%

Mod. Rider 37% VALY

Infre. Rider 32% 2% 8% E

Note: To reduce the overlap from similar items being tested, the broader ability to maintain information element was éartutiesl Key
Drivers Analysis since info via smartphone, online and at stops were each tested as individual, more actionable items.

Lbo! @ I NS @2dz aliAaFASR 2NJ RA&aaAlIG0AAFTASR 6AGK GKS 20SNIff | oAfAGE
routes and schedules? 16-6255 King County Metrp 70




Ability to Give Feedback by Subgroup

2 KAfS NARSNBQ aldAra¥flrOdAzy gAGK (KS keated atribdtes,iit Also Ads daghest So¥eRod |
neutral ratings, with nearly ong-F A @S al @8Ay3 GKS@QONB aySAGKSNI al (A aTFAa®elysiorgNd F
negative intensity and high importance of this attribute make it among the more urggettpotentially easier to implementpriorities
G2 FTRRNBaadad® LYLINROGAY3I aSiNRQa DHESReots taWardsirdpiovrny vthelrsergice eléniests bK |
helping Metro more easily identify and address crucial service, safety, information and operator issues as they arise.

m Very Satisfied = Somewhat Satisfied © Neither m Somewhat Dissatisfied ® Very Dissatisfied
Overall 34% 16%
Seattle/North King 32% 18%
South King 38% 11%
East King 38% 14%
Male 37% 17%
Female 31% 14%
16-34 36% 12%
35-54 37% 22%
55+ 29% 13%
<$35klyear 30% 10%
$35k-$100k/year 37% 15%
+ $100k/year 34% 22%
Freq. Rider 33% 15%
Mod. Rider 35% 14%
Infreq. Rider 35% 22%

IN3L. Are you satisfied or dissatisfied with the ability to provide feedback such as registering a
complaint or commendation?
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Avallability of Information Online

{FOGAATFEFOUA2Y 6AGK GKS FoAfAGEe (2 3SG aSNWAOS Ay T2 Nadralyl 2 v

lower than in 2015. As a relatively important service attribute, it may require efforts to maintain. This may presentjp®tt

f SOSNI IS (GKSaAaS STF2NIA& SAGK AYLINPOAYI NARSNE | 0oAf A dwheel 2 3
making it easier to submit general service suggestions would also result in capturing more feedback for improving Metro Onlin

Overall I (17 4% 10% <¥%

Seattle/North King I 7. 17} 4% T 11% &
South King I 121 S 35 Yo . e e
East King I - 7 W I 35 Y 6% nevarely

Male | 2L S 7% i AY g ey
Female I -1 W 3 8% T A Yo e

16-34 I 5} W 1 S QY6 S 59/ M0k
35-54 Y v . S 37 Y 4/ G2 |
55+ -0 Y 1 376 YR8 YL

<$35k/year YLl 9% 2% e
$35k-$100k/year I 1 I 39 e 3o oA
+ $100k/year I |1 N 3 A Y 6% 3 vee

Freq. Rider I (1 7% i Ao 2vem
Mod. Rider I {17 3 7% 5% e vemmea
Infreq. Rider Y 4 9% 3 Vo ey

m Very Satisfied = Somewhat Satisfied Neither m Somewhat Dissatisfied ® Very Dissatisfied

IN3C. Are you satisfied or dissatisfied with the availability of service information on Metro Online? 16-6255 King County Metrp 72



Availability of Info at Bus Stops (Sategially Target

The intensity ratings of info at bus stops are relatively low in either direction but general satisfaction remains lowtrahan
information attributes, which could be due to the lack of posted schedule information at many smaller bus stops. Impistatitie
element is in the middle of the pack and is generally performing adequately relative to its importance level. Improvemeotsche
help satisfaction among nesmartphone users (18% of riders).

m Very Satisfied = Somewhat Satisfied = Neither ~m Somewhat Dissatisfied m Very Dissatisfied

Overa o7 4696 oG G M

seatte/North King |27 A 76 oGS
outh King | A S
East King

vale - o7 A6 3G
Female | INEIO L7 A8 3G IS Yo

16-34 TS A7 S GG
35-50 | S 006 Ao 2
55+

<s35Kyear
$35K-5100year
+ $100year 506 (2096

Freq. Ricer |7 66 S oG G T
Mod. Ricer NPT T I A9 A6 86
infreq, Rider

IN3I. Are you satisfied or dissatisfied with the availability of information at bus stops? 16-6255 King County Metrp 73




Website Posting of Service Delays Stategialy Targe

South King, 184, and higheh y 02 YS NARSNAE SELINBaa NBftFiA@Ste KAIK RA
delays/problems but their broader satisfaction remains consistent with other rider subgroups. This service element is n
GeLIAOKEtEe FLIWXAOFOES F2NJ Y240 NARSNE YR gKAfS alevéiAarT
of importance. Targeted efforts to improve web postings of service delagicularly for South King routescould result
in nominal (but not major) gains for overall service satisfaction.

m Very Satisfied = Somewhat Satisfied = Neither ~m Somewhat Dissatisfied ®m Very Dissatisfied

Overall 12%
Seattle/North King 15%
South King

East King NN T M 35% L 12%
Male 15%

Female 10%

16-34 9%

35-54 16%

55+ 11%
<$35k/year 13%
$35k-$100k/year 10%

+ $100k/year 14%

Freq. Riders 12%
Mod. Riders 7%
Infreq. Riders 20%

IN3F. Are you satisfied or dissatisfied with the website posting of service delays or other problems? 16-6255 King County Metrp 74




Avallability of Info via Smartphone

~

1 02dzi KFEEF 2F NARSNAB |NBE GxSNEB {l 0AAFASRE SGAUGK GRSANI
ddz0 ANRdzLIJd ' 4 gAGK aSUNR hyftAyS Y2NBE 3ISYySNIftftexs NARSN
2015. However, for most riders, smartphone info is less of a focus area than Metro Online, in general.

m Very Satisfied = Somewhat Satisfied © Neither m Somewhat Dissatisfied ®m Very Dissatisfied

Overall

Seattie/North King | 7 S S 106 3 VG
South King 50% 5%
East King |7 S 106 9GO

Male
Female NG T 35% 3% 0% e

1634
35-54
55+

<saskdyear
$35k-5100klyear
+ $100Klyear

Freq. Rider
Mod. Rider
Infrec. Rider 56119% 2

IN3J. Are you satisfied or dissatisfied with the availability of information about Metro via
smartphones? 16-6255 King County Metrp 75



Notification of Service Changes (Sategially Target

More than onein-ten riders are dissatisfied with this attribute but considering the few situations where this element is
applicable to the average person, improvement efforts to increase satisfaction with the elembii¢ more convenient for
riders during service changesvill ultimately have little impact on driving overall satisfaction for Metro.

m Very Satisfied = Somewhat Satisfied = Neither ~m Somewhat Dissatisfied m Very Dissatisfied

Overal 6% 3
Seattie/North King |IENEF7 S A6 7%
South King
East King |7 429 7%

vale |7 A5 6 S 4% 0%

Female 8%

16-34 6%

35-54 9%

5o+ | A A%
<$35kdyear 7%
$35K-$100Kiyear 5% [ 11% %
+ $100Kyear 7% 3o
Freq. Rider 4% 3%

Mod. Rider 6% &

Infreq. Rider NENNNEET S 41 12%

IN3K. Are you satisfied or dissatisfied with the notification of service changes? 16-6255 King County Metrp 76
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Transfer Satisfactioq Yearto-Year

G+SNE {FdA&aFTASRE NIGAyYy3Ia F2NI ydzYoSNI 2F GNIYAFTFSNI I NB ¢
Both transfefrelated elements have been identified as improvement priorities due to their relatively high dissatisfaction
f SPSta yR NBfIIOGA@PSte KAIK AYLEZNIIFIYOS F2N YI y«

Transfer Satisfaction
Bl Very Satisfied 1 Somewhat Satisfied Total

12%

9 TRANSFER: Number @
) [Improve]

15

S TRANSFER: Wait time
[Improve]

15

0% 20% 40% 60% 80% 100%
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Transfer Satisfactioq Full Ratings

For the half (49%) of riders who make transfers for their usual transit trips, they generally consider the wait tim
between transfers to be more burdensome than the total number of transfers they have to make. Dissatisfactior
relatively high for both elements as at leasteénéF A S NARSNE FINB 4 fSlFad aa:

Transfer Satisfaction

Number of transfers
[Improve]

X% 7%

Wait time
[Improve]

8% W%

m Very Satisfied m Somewhat Safisfied " Neither m Somewhat Dissatisfieds Very Dissatisfied Total Satisfied
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Key Drivers: Transferring

Lower <-------Importance-------> Higher

2.000

1.500

1.000

0.500

0.000

-0.500

-1.000

-1.500

-2.000
-2.000

M11. Wait time
when transferring

-1.500 -1.000
Lower <------- Satisfaction-------> Higher

Transferring

M9. Number of
transfers

-0.500 0.000

Both of the transfer satisfaction
elements tested including the
number of transfersand thewait
time while transferring-- were
relatively lowrated but also very
important, making them key areas
of focus for improvement.

While these likely pose ongoing
scheduling challenges in light of
regular service changes for Metro,
Sound Transit and other services,
riders consider transfers very
important aspects of their overall
satisfaction with Metro.
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Wait Time Satisfaction by Subgroup

Transfer wait time is one of the lowestted elements in the survey and over a quarter of riders in most areas are
dissatisfied with this attribute. Efforts to improve satisfaction with wait times between transfers could have stronglg posit
AYLI OGa 2y NRARSNBQ al (4atEdst@imongtlye halfX40%) of MEt® riderd Bhyp Make teasersll:
for their most typical transit trips.
m Very Satisfied = Somewhat Satisfied © Neither m Somewhat Dissatisfied ® Very Dissatisfied

Overall INNNNPET N 48% T A% 1o T

Seattle/North King IS0 7S A 6.6 S 406 YA
South King ST A8 AYG Y
East King =7 W 356 20 7%

North Seattle INSNECIZMM 4906 20 6%
Central Seattle 6%
South Seattle 6%

Male IENVEC7MNNN A% A% 6% A
Female INNNNNNNVIT7N 37% 4% 20% T

16-34 6%
35-54 5% EENI90% T T
55+

<$35kiyear NP VI7ME A8 3% 21
$35k-$100k/year 5% 14% M
+ $100k/year 4%T21% I

Freq. Rider IS 7 4 20/ S 30236 AT
Mod. Ricer N7 5 20 AYG 6V T
Infreq. Rider A 1500

M11. Are you satisfied or dissatisfied with thait time when transferring? (n=357) 16-6255 King County Metrp 81




Number of Transfers by Subgroup

Riders in North Seattle and from $100K+/year households are less content with the number of transfers they have to make tt
20KSNJ NARSNJ INRdzLJa® ¢KAa SfEtSYSyid KFa | NBfFGAGDSE @ IKAIK
considered an improvement priority, although the expanded service and logistics required to reduce the number of transfers |
most riders may make it less practical to implement without additional funding for more direct routes throughout the system.

m Very Satisfied = Somewhat Satisfied © Neither m Somewhat Dissatisfied ® Very Dissatisfied

Overall NNV 7 36% 3 6%
Seattle/North King | =7 S 1 376 e 40/ A AT
South King
East King Y./ S 32 Y 6%
North Seattle
Central Seattle 6%
South Seattle 5% 7% IELZ
Male INNENNEETS 40% 3 4%
Female <)/ S 3306 20 8%
16-34 T 3% A% % =
35-54 |0 AT Y e
55+
<$35k/year 45% 3%
$35k-$100k/year TN 39% 1 A%N10%
+$100k/year NNETT N 28% 4% N23% e
Freq. Rider I ¥ 7 S 1 3606 20 8%
Mod. Rider

Infreq. Rider 6%

M9. Are you satisfied or dissatisfied with the number of transfers you have to take. (n=357) 16-6255 King County Metrp 82
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Operator Satisfactioq Yearto-Year

Some of the operator satisfaction elemeqtsicluding stopping/starting smoothly and handling problegneceive lower satisfaion
intensity than in 2015, though none have seen significant drops in their broader satisfaction levels. Each remainshiglatprated,
overall, and none require immediate actions for improvement. Driver helpfulness and handling problems are the most important
operator elements in 2016 and should be maintained to ensure satisfaction with these items remains high going forward.

Operator Satisfaction
B very Satisfied 'Somewhat Satisfied Total

i} [Monitor]
o)
[Monitor]
To)
. [Maintain]
E
) [Monitor]
&
2 OPERATORS: Handles proble EE Sz oo
[Maintain]
E

0% 20% 40% 60% 80% 100%
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Operator Satisfactiog Full Ratings

YFI22NAGE 2F NARSNBR I NBE aOSNE aldAa¥TASRE gAlK SI OK 2
these items require active improvement efforts but as relatively important drivers of overall agency satisfaction, operatc
helpfulness and ability to handle problems should be tracked to ensure those ratings stay high in the future.

Operator Satisfaction

Drives Safely 76% 19% J% 95%
[Monitor]

Courtesy 22% ﬂ 95%
[Monitor]

Helpfulness 25% 5(@ 90%
[Maintain]

Smooth start/stop 34% 29! 92%
[Monitor]

Handles problems 58% 28% 5‘V 86%
[Maintain]

m Very Satisfied m Somewhat Safisfied ' Neither m Somewhat Dissatisfied® Very Dissatisfied Total Satisfied
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Key Drivers: Metro Operators

Lower <-------Importance-------> Higher

2.000

1.500

1.000

0.500

0.000

-0.500

-1.000

-1.500

-2.000

-2.000

-1.500

Metro Operators

M70. Handles
problems effectively

. . M7L. Helpfulness
with information

M7M. Operates
vehicles safely

M700. Starts / stops .
the bus smoothly .

M7K. Courtesy

-1.000 -0.500 0.000 0.500 1.000 1.500 2.000

Lower <------- Satisfaction-------> Higher

While some operator elements are
more important than others,

riders are very satisfied with all
five of the items in the Operator
service dimension.

Operatorshandling problems
effectivelyand helpfulness with
information are seen as the most
important driverrelated elements
and both are well rated. These
remain potential areas of focus
for maintaining high operator
ratings, overall.

Additionally, riders are also very
satisfied with operatorslriving
safely, courtesyand smoothly
starting/stopping the busbut
0KSaS FFNByQd LIt
elements for improving or
maintaining overall satisfaction
with Metro.
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Operators Helpfulness

Driver helpfulness is a key driver of agency satisfaction for many riders. It is also a highly rated attribute that rsost ride
believe operators are doing very well. This element does not require any significant attention for improvement bugit relat
importance means that efforts should focus on maintaining those current satisfaction levels going forward.

H Very Satisfied = Somewhat Satisfied © Neither m Somewhat Dissatisfied ®m Very Dissatisfied

Overall 25% 5%3%%
Seattle/North King 22% 6% 397
South King 34% 3vBY%E

East King 27% 502%

Male 27% 7% 29

Female 24% 4%4%%)

16-34 32% 8% 1%

35-54 22% 6% 6% [

55+ 23% ck/:304

White 23% 596294

Other 29% 6% 5%
<$35k/year 30% 5%4%X
$35k-$100k/year 23% 59394
+ $100k/year 26% 6% 3%

M7L. Are you satisfied or dissatisfied with driver helpfulness with route and stop information? 16-6255 King County Metrp 87



Operators Handling Problems

S5NAGSNEQ FoAfAGe (2 KI yR{-@ntriclhERioe eerveits dndis Hgyflrate Bcrogskals |
respondent group. East King and 55+ riders are particularly satisfied with this element. Efforts should focus on tsacking
element to ensure these ratings remain high, as it is a relatively strong driver of overall satisfaction with the agency.

m Very Satisfied = Somewhat Satisfied © Neither ® Somewhat Dissatisfied ®m Very Dissatisfied

Overall 28% 5% 6% 2

Seattle/North King 30% 6% 6%
South King 33% 29679%

East King 19% 7% 3%

Male 32% 6% 6%E
Female 25% 5%/ 7%

16-34 31% 5% 7% E

35-54 27% 7%

55+ 27% 49 B%E

White 27% 6% [5%X

Other 30% 4% 9% &
<$35k/year 24% 5%110% L
$35k-$100k/year 35% 6% 5%E
+ $100k/year 26% 4% 6% &

M70. Are you satisfied or dissatisfied with drivers effectively handling problems on the bus? 16-6255 King County Metrp 88



Drives Safely

WARSNEB Ay Fff FNBFa NS KAIKfe alFdAaFASR 6AGK aSiNR 2
require any major improvement efforts at this time.

m Very Satisfied Somewhat Satisfied Neither m Somewhat Dissatisfied ® Very Dissatisfied
Overall 19%
Seattle/North King 18%
South King 26% 2%
East King 17% 15
Male 18% 14
Female 21%
16-34 21%
35-54 23%
55+ 14% K
White 16%
Other 27% 3%
<$35kiyear 20%
$35k-$100k/year 21%  29%
+ $100k/year 17%  29%)

M7M. Are you satisfied or dissatisfied with drivers operating tharbassafe and competent
manner? 16-6255 King County Metrp 89



Smooth Start/Stops

As with general safety and competency, riders throughout the county are also highly satisfied with the smoothness in he
drivers start and stop the bus. This does not need to be a key area of focus in the short term.

m Very Satisfied = Somewhat Satisfied © Neither m Somewhat Dissatisfied m Very Dissatisfied

Overall |7 S 1 349 296%E
Seattle/North King | NSy S 13506 0 295 %
South King |7 S 36061 BV

East King I I 29% 298k

Male T 30% T 2%6%E
Female NN 8% 2989k

16-34
35-54 |77 S 6060 Y66
55+ 7.7 S 289 A

White I 32% 29 %k
Other

<$35klyear
$35k-$100k/year N7 3% 29K
+ $100k/year NN 34% T 4%6% T

M700. Are you satisfied or dissatisfied with drivers starting and stopping thentarsthly? 16-6255 King County Metrp 90



Courtesy of Operators

Riders are also very satisfied with operator courtesy but they also consider it a less critical aspect of their satigfaction
Metro, overall. This element does not require any significant attention at this time.

m Very Satisfied = Somewhat Satisfied © Neither m Somewhat Dissatisfied m Very Dissatisfied

Overall 22% 3K
Seattle/North King 21%
South King 24%

East King 21% !

Male 25% 3%

Female 19%

16-34 26%

35-54 20%

55+ 19% 2%

White 19% 2%

Other 27%
<$35klyear 24%
$35k-$100k/year 22% %
+ $100k/year 22% 1%

M7K. Are you satisfied or dissatisfied with driver courtesy? 16-6255 King County Metrp 91
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Fare Payment SatisfactignYearto-Year

The fare payment ratings are largely unchanged from last year. Riders are extremely satisfied with ORCA car
overall, as well as the ease of paying fares. Although there is less enthusiasm for the value that Metro fares

LINE GARSZY | &AGNBY3 YI22NARAGEe 2F NARSNA | N
Fare Payment Satisfaction
Bl Very Satisfied Somewhat Satisfied Total
[Monitor]
9 83% 98%
< FARE: Ease of paying 96%

[Monitor]

96%

'15

= FARE: Value of service 89%

[Maintain]

15

59% 89%

0% 20% 40% 60% 80% 100%
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Fare Payment Satisfactigr-ull Ratings

2 KAES arara¥rOldAz2y AyaGaSyarde 6aOSNE al GAaFASREOD A

all three fare payment elements. None of these need to be prioritized for improvements at this time, though effo

aK2dzZ R F20dza 2y YIAYOGFAYAYy3 NARSNBRQ aldAaaflkOdAzy
of future fare increases.

Fare Payment Satisfaction

Your O
overa

14%

i  96%

Ease of paying
fares whlle

17%
boaJMOnl or]

v 96%

The value of

serV|ce for fare

ain| 2°
pal(ji

¢ 89%

B Very Satisfied m Somewhat Safisfied ' Neither m Somewhat Dissatisfieds Very Dissatisfied Total Satisfied
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Key Drivers: Fare Payment

Fare Payment
2.000

1.500

F5G. Value of service

1.000
o

0.500

0.000

F5A. Ease of paying fares‘
when boarding

-0.500

-1.000 F5B. ORCA card

Lower <-------Importance-------> Higher

-1.500

-2.000
-2.000 -1.500 -1.000 -0.500 0.000 0.500 1.000 1.500 2.000

Lower <------- Satisfaction-------> Higher

*M5B2. Your LPASS overall has been excluded from analysis because of the small n size

Riders are generally very satisfied
with the farerelated elements of
aSUNRQa &aSNIIAOSc
items necessarily require any
attention for immediate
Improvements.

Value of services generally
important to riders so this will be
worth focusing some efforts on
maintaining satisfaction over the
long run, particularly as fares
continue to increase in the future.

Riders are currently very happy
with the ORCA card systeand

are satisfied with thease of
paying fares These may be worth
monitoring going forward but
neither are considered particularly
critical priorities in the short term.
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Value of Service by Subgroup

wSalLRyRSyGda | ONR&aa YIFI22NJ NARSNJ adzo ANRdzLJa ' NB 3ISyS

enthusiasm is slightly lower among younger3ibriders, loweincome riders and riders in South King. Efforts can

be made to keep satisfaction levels high going forwgpdrticularly among these more cesénsitive rider groups.
This could become a greater challenge as fares inevitably increase in the future.

Overall 29% 2%6% &1
Seattle/North King 27% 29 3%
South King 31% 2% 9% I
East King 33% 298%
Male 28% 3YBYELL:
Female 29%
16-34 31% 3% 11% EZ
35-54 30% 3YA%ETL
55+ 26%
<$35k/year 35% P L 4%
$35k-$100k/year 29%
+ $100k/year 24% 3% 6% <%

m Very Satisfied Somewhat Satisfied Neither m Somewhat Dissatisfied ® Very Dissatisfied

F5G. Are you satisfied or dissatisfied with the value of service for fare paid? 16-6255 King County Metrp 96



Ease of Paying Fares by Subgroup

Ratings for the ease of paying fares are very high across the board and is not generally considered an issue for amy part
rider subgroup, though lower income riders and infrequent riders are less enthusiastic in their satisfaction than other rid

groups.

Overall 17%

Seattle/North King 16%
South King 18% 6%l

East King 16% 3¢

16-34 21%

35-54 16%

55+ 12%

Frequent Regular Ride i - 7 e, e % 2%
Moderate Regular Rider I 7L .14
Infrequent Rider 23%
<$35k/year 24%
$35k-$100k/year 14% 2%

+ $100k/year 12%

m Very Satisfied Somewhat Satisfied Neither m Somewhat Dissatisfied = Very Dissatisfied

F5A. Are you satisfied or dissatisfied with the ease of paying fares when boarding? 16-6255 King County Metrp 97



ORCA Card Satisfaction by Subgroup

Riders across each subgroup are very satisfied with ORCA, overall. This element does not require any major improver
efforts at this time.

Overall 14%
Seattle/North King 16%
South King 10%
East King 10%:17)
Male 15% 2%
Female 13% 3%
16-34 13%
35-54 15% 1
55+ 12%
<$35k/year 17% 9%
$35k-$100k/year 15% 2%
+ $100k/year 13% &

m Very Satisfied Somewhat Satisfied Neither m Somewhat Dissatisfied m® Very Dissatisfied

F5B. Are you satisfied or dissatisfied with your ORCA card overall? (n=606) 16-6255 King County Metrp 98



Comfort & Cleanlines:
Satisfaction



Comfort & Cleanliness SatisfactiQiYearto-Year

Comfort and cleanliness ratings have mostly held steady from 2015, with a decrease to loading/unloading due to crowd

and an increase in the overcrowding rating. A satisfaction dropped by 9 points from last year, Loading/unloading due t

crowding is a notable improvement target as satisfaction is currently underperforming given its relatively high level of
importance.

Comfort & Cleanliness Satisfaction

Bl very Satisfied ¥ Somewhat Satisfied Total
- [Maintain]

© ONBOARD: Loading / unloadin

U
0
(ease due to crowding onboard_ 8%
[Improve]
- mprove]

'15

0% 20% 40% 60% 80% 100%
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Comfort & Cleanliness SatisfactiQirull Ratings

The comfort & cleanliness service dimension includes a couple of notable improvemenictargleising the availability of
seating at stops and more effective loading/unloading on crowded byséasch could help drive overall Metro satisfaction

in the future if these are addressed in the short term. As one of the most important attributes in the survey, onboard
cleanliness is a borderline improvement priority, particularly in South King where dissatisfaction is higher than ieasher ar

Comfort & Cleanliness Satisfaction

Onboard

cleanliness
[Maintain]

a 87%

Ease of getting

on/off crowded % /8%

us
[Improve]

Seating at

shelters/stops
[Improve]

% 74%

Overcrowding on

the bus 59%

m Very Satisfied = Somewhat Safisfied © Neither m Somewhat Dissatisfied m Very Dissatisfied Total
Satisfied
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Key Drivers: Comfort and Cleanliness

Lower <-------Importance-------> Higher

2.000

1.500

1.000

0.500

0.000

-0.500

-1.000

Comfort and Cleanliness

M7J. Ease of getting
on and off crowded

bus

M7Q. Availability of
seating at shelters

and stops

M71. Overcrowding on
the bus

-1.500

-2.000

-2.500

-2.000

-1.500

-1.000
Lower <

M7G. Inside
cleanliness of buses

-0.500 0.000 0.500 1.000

Satisfaction-------> Higher

1.500

2.000

2.500

The broader comfort and cleanliness
dimension is to be strategically targeted
for improvements, as needed.

More specifically, thease of getting on
and off crowded vehicleandc to a
lesser extent, the availability of

seating at stops and shelterare
potentially highfocus areas for
AYLNROGSYSyld DAGSY
importance, improving theterior
cleanliness of busesould also be
considered a borderline improvement
area despite its slightly higher ratings.

Of these elements, interior cleanliness
may be the easiest to address without
significant funding or structural changes
to the system. Riders consider it the
most important comfort and cleanliness
attribute (by a slight margin) but its
satisfaction levels still have plenty of
room for growth.

While seating availability and ease of
boarding/exiting may be a fproduct of
overcrowding riders consider it far
more important than the broader issue
itself. Both may be more difficult to
address without funding for additional
service.
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Cleanliness Onboard

Cleanliness ratings are generally high in all rider groups except for South King wherdiomeiders are dissatisfied with
the element. Cleanliness is a relatively important attribute that could be considered a borderline target for improvement
especially in South King where there is greater dissatisfaction with this attribute than in other areas.

m Very Satisfied = Somewhat Satisfied © Neither ® Somewhat Dissatisfied ®m Very Dissatisfied

Overal

Seattle/North King
South King
East King | 7L/ S ALY YR

North Seattle I 17 S S A9 6 S s 49654
Central Seattle
South Seattle | N 1=.7 S | 406 20 49

Male o 7 S 1 A7 /6 20 20
Female

16-34 T 4e% 3% A% R
35-54 Y7 as% 3 394
55+

<$35klyear
$35k-5100k/year
+ $100k/year 49619% ]

Freq. Rider I <7 S 480/ S 20 30/
Mod. Rider
Infreq. Rider

M7G. Are you satisfied or dissatisfied with the inside cleanliness of buses? 16-6255 King County Metrp 103



Ease of Getting On/Off Crowded Bus

l f 0K2dzZa3K + Yl 22NAGE& 2F NARSNE IINB alFdAa¥TASR gA0K gy S|
by geography with Seattle/North and South riders expressing lower positive intensity. Nearly a fifth of riders are didsatisfie
with this element and dissatisfaction is highest among North Seattle, femak},3tgher income and frequent riders. As the

secondmostimportant comfort and cleanliness attribute, this can be considered an improvement priority, though likely relianc

on additional/more frequent service or larger buses may make it difficult to address in the short term.

m Very Satisfied = Somewhat Satisfied © Neither m Somewhat Dissatisfied ® Very Dissatisfied

Overal 40% 3967 13% T
Seattle/North King 41% PN 5%

South King
East King

41% 5%
32% 2% 13% EA

North Seattle 39% 206 16% A
Central Seattle 43% 4% 9% €L

South Seattle 44% 306 1% MNAZA
Male 46% 496 10% BT
Female 34% 306 15%  WNAZE
16-34 44% 396 119% LR
35-54 39% 306 17%  WEA

55+ 37% ET T 6% |
<$35klyear 41% 6%
$35k-$100klyear 42% 206 12%  ELL:
+ $100klyear 38% 19 16%  WSLE
Freq. Rider 44% 3967 14% TN
Mod. Rider 36% 206 13% KL
Infreq. Rider 35% A%m9% 7

M7J. Are you satisfied or dissatisfied with the ease of getting on and off due to crowding on the
bus? 16-6255 King County Metrp 104



Seating at Shelters/Stops

CKSNE Aa NBflFIGAGStEe 26 LRAAGADBS AyldSyaaride Ay NARSNE
generally consistent across most rider subgroups-iifeA S NARSNE FFNB 4 fSFad aazys
and it is a moderate driver of satisfaction, making it a potential improvement priority.

m Very Satisfied = Somewhat Satisfied © Neither ® Somewhat Dissatisfied ® Very Dissatisfied

Overall 6% " 15%  WEZE

Seattle/North King 8%
South King
East King IV 40% T 3% A N

North Seattle 8%
Central Seattle INEEENNNNEVZ NN~ 40% 0 8%
South Seattle 7%

Male 5% 14% HZA
Female 6%

16-34 5% 15 % E
35-54 7%
55+ 5% I3 % VL7

<$35k/year Y7 S S A 2 EY 10%
$35k-5100k/year L7 M Y 4% AT
+ $100k/year 11%

Freq. Rider 6%
Mod. Rider 7%
Infreq. Rider MY, 7 M A A 3G BYe e

M7Q. Are you satisfied or dissatisfied with availability of seating at shelters and stops? 16-6255 King County Metrp 105




Ove rC rOWd | n g O n B u S [Strategically Target]

About one third of riders in each subgroup are dissatisfied with overcrowding, making it the-tateestlement in the survey.
However, due to its relatively low bearing on overall satisfagtiand the structural requirements of adding service and labyses
neededtoaddress@A 0 Q& f A{1Ste& | £Saada LINFOGAOFT FNBIF 2F T2 Odalivelyiléss y
neutral description language used to test this item may inherently make it a-osvearming element than other items in thersay.

m Very Satisfied = Somewhat Satisfied © Neither m Somewhat Dissatisfied ® Very Dissatisfied

Overal 6%

Seattle/North King 7%
South King 6%
East King 6%

North Seattle 6%
Central Seattle 6%
South Seattle 8%

Male 6%
Female 6%

16-34 6%
35-54 6%
55+ 6% [17%

<$35klyear 6% " 19% I
$35k-$100k/year 7%
+ $100k/year 6%

Freq. Riders 5% 24% G
Mod. Riders NP7 37% T 8%
Infreq. Riders NPT O 86% T 8%

M71. Are you satisfied or dissatisfied with overcrowding on the bus? 16-6255 King County Metrp 106
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HouseholdVarketshare- Countywide

The reported incidence of King County households with regular Metro bus riders has continued to drop over the

couple of years, returning to p2012 levels.

* Note: The 2016 survey was conducted in December which was later than in previous years, and December he
ridership. Also, 2016 was the first year of the extension of Link light rail to UW and Capitol Hill.

50%

45%

40%

35%

30%

25%

20%

15%

10%

5%

0%

25%
13%

9%
2010 2011

45%

44%

M

7%

2012

11%

2013

9%

2014

Household Riders
Countywide

7%

2015

26%v

7%

2016

—Regular Rider
Households

Infrequent Ridel
Households

—Total Rider
Households

S4B. Including yourself, how many people in your household, 16 years of age or older, hawt le&stifive (5)one-way
rides on aMetro busin the last 30 days? A round trip counts as two (2) rides.

S4A. Including yourself, how many people in your household, 16 years of age or older, haveetalesm one (1) and
four (4)one-way rides on &etro busin the last 30 days?
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Household\Varketshareg Yearto-Year

The household share of riders is lower in the 2016 survey, puttingparomith 2011 levels. Most of this fluctuation
is in the reported share of regular riders as the infrequent rider share is roughly the same as previous years

e Household Type

2016
2015
2014
2013
2012
2011
2010

2016
2015
2014
2013
2012
2011
2010

Total Rider

33% v
39%
44%
45%
40%
35%
38%

Regular Rider

26%v
32%
35%
34%
33%
26%
25%

Non-Rider

67%a
61%
56%
55%
60%
65%
62%

Infrequent Rider

7%
7%
9%
11%
7%
9%
13%

S4A&S4B. Including yourself, how many people in your household, 16 years of age or older, haael¢alsefive (5) between

one (1) and four (4pne-way rides on dMetro busin the last 30 days? A round trip counts as two (2) rides.
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HouseholdVarketsharein Seattle/North King

While nearing twel KA NR& NARSNJ aKIFINB 060Si6SSYy Hnmu YR HAampZ
lower in 2016.

Seattle/North King County Households
80% -

70% - o)
64% 61% 62% 65% —Total Rider

6o% | 20N ey Household
49% 21%v
50% - 5306 549 —Regular
47'0/ Rider
0

40% - Household
42% 41% 41%v
Infrequent
30% 1 Rider
Household
20% -
16% 0
10% - 14% 15%
’ 11% 15% 11% 10%
0% -
2010 2011 2012 2013 2014 2015 2016

S4B. Including yourself, how many people in your household, 16 years of age or older, haat le&sifive (5)

one-way rides on detro busin the last 30 days? A round trip counts as two (2) rides.

S4A. Including yourself, how many people in your household, 16 years of age or older, haveetalesmm one (1) _

and four (4)one-way rides on &etro busin the last 30 days? 16-6255 King County Metrp 110



HouseholdVarketsharein South King

After peaking in 2013, the household rider share has fallen over the last two years.

South King County Households

40% -

35%
30% - .
—Total Rider
23% 2304 Household
0
20%7 EM) —Regular
/19% Rider
16% TSCV Household
10% 14% 0 Infrequent
7 Rider
9% Household
7%
0
4% 4% 5% 4% 4%
0% T T T . | : |
2010 2011 2012 2013 2014 2015 2016

S4B. Including yourself, how many people in your household, 16 years of age or older, haat tle&sifive (5)one-way rides

on aMetro busin the last 30 days? A round trip counts as two (2) rides.

S4A. Including yourself, how many people in your household, 16 years of age or older, hayeetalkesm one (1) and four (4% _

one-way rides on aetro busin the last 30 days? 16-6255 King County Metrp 111




HouseholdVarketsharein East King

East King household rider share is steady with 2015, though both have dropped from the 2014 peak.

East King County Households

40% -

0,
3405 OO0
30% - B 0
21% % 26% —Total Rider
Household
20% - 2204 23% —Regular Rider
0 Household
15% 8% 19% 19%
Infrequent
10% - 13% Rider
0 11% Household
0 0 0
8% 8% 204
6%
0% -
2010 2011 2012 2013 2014 2015 2016

S4B. Including yourself, how many people in your household, 16 years of age or older, haat le&stfive (5)one-way rides on

aMetro busin the last 30 days? A round trip counts as two (2) rides.

S4A. Including yourself, how many people in your household, 16 years of age or older, haveetalesm one (1) and fourléf .

way rides on Metro busin the last 30 days? b&’g %mg County Metrp 112
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One Way Rides Yearto-Year

2016 saw ahigher proportion of regular ridethan inpreviousyears while thewverage number of monthly one
way tripshas increased among overall riders.

Rider Segments Number of OnéWay Trips
100% (Month)
90% 36
0 334 324 33.4 a1
80% — o~
31
70%
60% 26
50% 01
18.2
40%
16.7 15.5 162 __—
30% 16
20%
11
10% 7.1 7.4 7.5 7.6
0% 6
2013 2014 2015 2016 2.3 2.3 2.1 2.3
Infrequent Rider  37% 41% 35% 21%v 1
ModerFilitgeF:egular 220 19% = 25%  30%a 2013 2014 2015 2016
——Frequent Regular Riders—All Riders
m Frequent Regular
Rider 41% 41% 40% S0%a Moderate Regular Riders— Infrequent Riders

S5AThinking about the last 30 days, how mame-way rideshaveyou taken on avietro bus? A round trip
counts as two (2) onwvay rides.For example, if you commuted to and from work five (5) days a week on a Metro
bus, that would be two (2) trips per work day, which would be about 40 rides for the month. 16-6255 King County Metrp 114




All Riders: Trends in Riding Frequency

The average reported number of rides among frequent riders has been gradually declining over the last few ye:
while the average number of rides among infrequent riders has remained steady.

One Way Rides Overall

30.00 -
2570 25.80 25.80 o110
25.00 . 23.80 : 23.70
—— T 22.29
\ .
—Regular Ride
20.00 -

L ———
15.00 | ﬁo 1680  16.70 16.20

Infrequent
12.90 i 4
10.00 - Rider
5.00 -
2.10 2.20 2.30 2.30 2.30 2.10 2.26
0.00
2010 2011 2012 2013 2014 2015 2016
——Regular Rider 23.80 25.70 25.80 25.80 24.40 23.70 22.29
—All Rider 12.90 16.70 16.80 16.70 15.50 16.20 18.17
Infrequent Rider  2.10 2.20 2.30 2.30 2.30 2.10 2.26

S5AThinking about the last 30 days, how mame-way rideshaveyou taken on aMetro bus? A round trip counts as two (2)
one-way rides.For example, if you commuted to and from work five (5) days a week on a Metro bus, that would be two (22(_
trips per work day, which would be about 40 rides for the month. 16-6255 King County Metrp 115




One Way Trips by Region

There was lower geographic fluctuation in reported ride frequency in 2016.

wS3dz F NJ WARSNBEQ CNBIljdzSyoe 27F w

30
27 27 27.6
25,
25 >‘Q_ 3.4 22 97
22.8 557 22.38V
: 21.2
5196 —Seattle/North
20 ' King
15 —South King
10 —East King
5
0
2013 2014 2015 2016

S5A/S6A Thinking about the last 30 days, how manyaerides have you taken on a Metro bus?
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Ridership by Daypart

Regular riders are far more likely to ride during weekday morning and evening peak periods and somewhat mc
likely to ride on weekends than infrequent riders. Early morningdandand late evening usage is similar across
both groups.

Use by Time of Day

12%
o%
Weekdays from 6 to 9arm IRl 559
40%
I |
Weekdays from 9am to 3pm 8 54% m All Riders
0
750
Weekdays from 3 to 6pm IR 7o
60% m Regular
Rider
Infrequent
Rider
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Daypart UsageAfter Dark

Nighttime riding frequency has been higher the last few years than in the years prior.

% of Riders Riding After Dark

2016

2015

2014

2013

2012

m Frequently = Sometimes m Rarely m Never
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Daypart UsageAfter Dark

Frequent riders are far more likely to ride at night than infrequent riders

% of Respondents Riding After Dark

All Regular Riders

Frequent Regular Riderg

Moderate Regular Riders

Infrequent Regular RidersiserZ

® Frequently M Sometimes m Rarely m Never
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Transfers

While up slightly from 2014 and 2015, the reported share of Metro riders who make at least one transfer for th

60%

50%

40%

30%

20%

10%

0%

transit trip they take most often is goar with previous years.

Transfer Rates for Primary Trip

0 )
5%’ 50% iz o 49%a

45%

0
40% 38%

2010 2011 2012 2013 2014 2015 2016

- Qverall Transfer Rate

TRIPX5A. How many transfers do you usually make on the trip you take most often?
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Transfers: Yedao-Year

The proportion of single versus multiple transfers has remained consistent with previous years.

Number of Transfers
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Transfers

As in previous years, South King riders report transferring at a greater rate than riders in other areas. East Kit
riders still have the lowest transfer rates for their most frequetatkgn trip.

Percentage Transferring by Area of Residence

49%A
: 45%
Countywide 38%

52%
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Fare Payment

About threequarters of riders report using an ORCA aaeither purchased by themselves or employees their
primary method of fare payment in 2016. This is up from previous years.

Fare Payment Method over Time Fare Payment Breakdown

21%
ORCA Card 0
27% _ ro%

Cash / Tickets
30%
32% Cash . 21%
79% Regional Reduced Far
Permit (Includes Senio] 5%
ORCA 69% Pass) Total ORCA usage: 79%
68% . A s -
LYy Of dzZRSa ahtw/aa ¢
66% U-Pass/Husky Cardl 4% | y R & 9 YioifidedkOREA
card.
0% 20% 40% 60% 80% 100% . /
Employer Provided 20
ORCA Cash / Tickets ORCA Card °
m 2016 79%aA 21%v
m 2015 69% 27%
m 2014 68% 30% Tickets | 1%
m 2013 66% 32%

F b23dSY LY HnmcI GKA& hw/! -OFrGS32NE AyOfdzRSa GKS ahw/! O NRZ¢ a!
tFraaé FyR a9YLIX 28SNIt NEFARSR hw/! OFNRE 2LIiA2yad

FO. How do you usually pay your bus fare? Do you use an ORCA card, cash, tickets or some(hMuogiplee?
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kg King County Rider Demographic
METRO Profile



Key Respondent Demographics

Gender

Male 48%

Female 52%

Age

16-17 B 3%

18-34 25%

35-54 34%

55+ 38%
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Key Respondent Demographics

Region Seattle/North King Count 64%
South King 19%
East King
Ethnicity

White 69%
Black or African America
American Indian or Alaskan Nati
Asian or Pacific Island 17%
Multi-Race | 1%
Hispanic B8 5%

Other
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Key Respondent Demographics

Vehicle Usage Valid Driver Licensg 84%

No Valid Drivers Licens 16%
Household owns a vehicl 76%
Household does not own a vehic 24%

Vehicle for personal ust 93%
No vehicle for personal us 7%

25%
34%
32%

HHIncome <$35k/year

$35k-$100k/year
+ $100k/year

Disability Yes . | have a disabilit 14%

No, | do not have a disabilit 86%
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Demographics by Stdrea

King

Male 48% 47% 47% 53%
Female 52% 53% 53% 47%
16-17 3% 1% 9% 4%

18-34 25% 26% 28% 18%
3554 34% 35% 28% 38%
55+ 38% 38% 35% 40%
White 69% 72% 54% 73%
Black/AfricalPAmerican 5% 5% 12% 0%

Americanindian/ Alaskan

Native 1% 1% 3% 2%

Asianor Pacific Islander 17% 14% 23% 21%
Mulit-Race 1% 1% 1% 0%

Hispanic 5% 5% 6% 4%

Other 0% 1% 0% 0%
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Demographics by Stdrea

King

Valid Driver License

No Valid Drivers License

Household owns a venhicl

Household does not own
vehicle

Vehicle for personal use

No vehicle for personal
use

<$35k/year
$35k$100k/year
+ $100k/year

Yes , | have a disability

No, | do not have a
disability

84%
16%

76%

24%

93%

7%

25%
34%
32%

14%

86%

85%
15%

73%

27%

94%

6%

26%
33%
31%

15%

85%

79%
21%

83%

17%

91%
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30%
40%
21%

12%

88%
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17%
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15%
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46%
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91%
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Weighting

To better approximate the larger universe of KC Metro riders, the final survey data was weighted by key demograpt
to reflect the most recent census counts for residential households in King County.

. Unweighted Weighted
e % %

Geographyg Overall
Seattle/North King 881 27% 1282 39%
South King 1326 40% 1151 35%
East King 1081 33% 855 26%
Geographyg Rideronly
Seattle/North King 400 50% 518 65%
South King 200 25% 149 19%
East King 200 25% 133 17%
Income
Below $35,000 Per Year 119 15% 179 22%
Above $35,000 Per Year 597 75% 538 67%
DK/Ref 84 11% 83 10%
Cell phone reliance
Only celibhone calls 263 33% 432 54%
Primarily celphone calls 205 26% 144 18%
Use celphone and landline equally 150 19% 112 14%
Primarily landlingghone calls 76 10% 80 10%
Only landlingohone calls 64 8% 32 4%
Age
16-24 82 10% 104 13%
2534 119 15% 120 15%
3544 118 15% 128 16%
4554 154 19% 144 18%
55-64 172 22% 160 20%
65+ 148 19% 136 17%
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Disposition Report

Completed Interview

No answer

Answering machine

Busy

Disconnected Phone
Business/Government Phone
Respondent not available
Soft Initial Refusal

Hard Initial Refusal
Computer Tone
Language Problems
Abandoned interview
Hard Appointment

Soft Appointment
Change number

Mid Interview Stop (Appointment)
Over quota

Wrong Num ber

Break Off Termination
Add To Do Not Call List
Completed Interview
Quit before Qualification
TOTAL ATTEMPTS:
INCIDENCE:
INCIDENCE RATE:
AVERAGE LENGTH:

Overall

Count

801
14377
13323

520
70084

2569
2216
3853
127
1752
484
47
34
420
1
49
18
247
53

580

801

198

Overall

Percentage

69.00%
12.46%
11.54%
45.00%
60.73%
2.23%
1.92%
3.34%
0.11%
1.52%
0.42%
0.04%
0.03%
0.36%
0.00%
0.04%
0.02%
0.21%
0.05%
0.50%
69.00%
0.17%
115411
18.85%

Market:

LL RDD

Count

276
9513
2717
380
62751
2251
475
1799
28
1512
112
3
5
67

8
2
22
20
264
276
74
30679
83428
17.51%
13.31

Market:

Listed Cell

Count

138
899
3503
40
852
63
495
680
27
14
21
16
6
107
0
10
5
81
7
128
138
37
6000
7823
17.18%
13.9

Market: Market: Market:
ARV Cell

Count

11
5 1
13 31
9 8
82 32
138 56 72
23 20 18
11219 1095 1836
5631 4795 5598
18.58% 19.22% 22.89%
14.12 12.91 13.27
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Disposition Report (Cont.)

overall overall Market: Market: Market: Market: Market:
Count Percentage LL RDD Listed Cell ARV Cell ‘
Count Count Count

TQ NQ:S1A Unwilling to participate 124 0.11% 22 21 21 22 17
TQ-NQ:S2A No 430 0.37% 78 108 127 26 27
TQ- NQ:S2A Don't Know/Refused 5 0.00% 2 2 1 0
TQ- NQ:S2A Don't Know/Refused 16 0.01% 6 4 5 1 0
TQ- NQ:S2CInvalid zip DK/REF 92 0.08% 36 11 14 6 11
TQ- NQ:S2C Invalid zip 65 0.06% 31 7 13 5 3
TQ- NQ:S3A DK/REF 46 0.04% 20 8 4 7 3
TQ- NQ:S3B DK/REF 6 0.01% 5 0 0 0 0
TQ- NQ:S4A & SAEDK/REF 9 0.01% 1 1 2 0
TQ- NQ:S3A DK/REF 1 0.00% 0 0 0 0
Lg;gth;T:R'DESTANO”Rider 2259 1.96% 1061 353 213 150 163
TQ-NQ:RIDESTAT=3& S4A=0 25 0.02% 6 7 3 4 2
'Il;(g\;vli\llla:gSElenfrequent Rider o5 0.02% 7 5 4 5 2
;I'OQZ-OI\éQ:SY seriesall Route 500/2005 117 0.10% 44 29 17 8 5

TQ- NQ:INTRGNot a King County

. 438 0.38% 71 138 117 35 20
Resident
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