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Frequency of Using DATA
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(Source: DATA Onboard Surveys, 2011 & 2015)
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Length of Time Using DATA

(Source: DATA Onboard Surveys, 2011 & 2015)
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Occasional Frequent Intensive 2015 2011
How long have you been riding DATA?
B More than 4 years 34% 40% 47% 42% 45%
W 3-4 years 12% 18% 15% 15% 13%
M 1-2 years 17% 21% 19% 19% 18%
B Less than 1 year 32% 20% 17% 21% 21%
B This is the first time 5% 0% 2% 2% 2%
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Purpose of This Trip

Purpose of this trip
(Source: DATA Onboard Surveys, 2011 and 2015)
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Mode to stop

Q9 How do you most often get from home to the nearest DATA bus stop?
(Source: DATA Onboard Survey, 2015)
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M Drive 2% 1% 1% 1%
W Bike 2% 1% 2% 2%
B Dropped off 6% 4% 4% 5%
W Bus other than DATA 7% 7% 6% 7%
m Walk 82% 88% 86% 85%
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Bus Systems Used in Past Thirty Days

Q5 In the past 30 days have you connected between DATA and...
(Source: DATA onboard Surveys, 2011 and 2015)
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Occasional Frequent Intensive 2015 (Past 2011 (ever

rider rider rider 30 days) used)
B None-you use DATA or the BCC only 57% 58% 54% 55% 45%
M Triangle Transit 23% 30% 34% 30% 38%
m Duke Transit 9% 7% 10% 9% 14%
m CAT 4% 4% 9% 6% 15%
B Greyhound/Trailways/MegaBus 5% 5% 6% 6% 15%
B AMTRAK 6% 2% 6% 5% 14%



Number of Transfers in Current Trip

Q6 In making this trip in one direction, how many times do you have to change buses?
(Source: DATA Onboard Surveys, 2011 & 2015)
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Occ?sional Fre.quent Intt.e'nsive 2015 - 9011 -
rider rider rider
B Three or more transfers 8% 7% 14% 11% 16%
® Two transfers 33% 38% 43% 39% 42%
B One transfer 31% 30% 26% 28% 26%
W No transfers 28% 24% 17% 21% 16%
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Fare media used

Q7 How did you pay the fare on the first DATA bus you boarded today?
(Source: DATA Onboard Survey, 2015)
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Occ?sional Freguent Intgnsive 2015 - -2011 -
rider rider rider
B Student 17 or under 2% 4% 2% 2% 2%
B DATA seven day pass 1% 1% 3% 2% 2%
B DATA five day pass 2% 3% 2% 2% 3%
m Regional pass 3% 4% 5% 4% 5%
M Senior-free fare 5% 4% 6% 5% 4%
B DATA 31 day pass 3% 9% 13% 10% 17%
B GoPass 13% 19% 11% 13% 3%
B One-way fare (2011, "Cash") 22% 14% 11% 15% 17%
B DATA one day pass 49% 42% 48% 47% 46%
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Q37 Household Income
(Source: DATA Onboard Surveys, 2011 & 2015)
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Q31 Age
(Source: DATA Onboard Surveys, 2011 & 2015}
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Ethnicity

Ethnic/Cultural Self Identification
Multiple responses encouraged
(Source: DATA Onboard Surveys , 2011 & 2015)
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Employment by Segment

Employment
(Source: DATA Onboard Surveys, 2011 and 2015)
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Occasional Frequent Intensive

rider rider rider A -2011-
© Employed at home 1% 0% 0% 0% 1%
m Homemaker 6% 2% 2% 3% 5%
m Retired 4% 3% 4% 4% 8%
B Unemployed 6% 3% 4% 4% 14%
m Student 20% 17% 8% 13% 17%
m Student and employed 24% 26% 29% 27% 11%
® Employed outside home 39% 49% 53% 49% 44%
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Customer Satisfaction
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Overall satisfaction ratings by rider segment:

Q27 Overall, how do you rate DATA service?
(Source: DATA Onboard Surveys, 2011 & 2015)
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" Occasional rider  Frequent rider Intensive rider -2015 - -2011 -
W Excellent 21% 17% 22% 21% 23%
m Quite good 29% 28% 24% 26% 20%
B Good 30% 36% 27% 29% 24%
H Neutral 14% 14% 15% 15% 17%
m Poor 4% 3% 5% 4% 8%
W Quite poor 2% 1% 3% 2% 4%
M Very Poor 1% 1% 3% 2% 3%
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Distribution of Satisfaction Ratings

(Source: DATA Onboard Survey, 2015)
In the past thirty days, how would you rate DATA services?

Q27 Overall service rating

5% 48% 48%

Q25 accuracy of info from Durham Station ticket staff &7 34% 59%

Q23 the distance of the walk from home to closest bus stop HE0)ZA 33% 57%
Q24 accuracy of info from 485-RIDE telephone operators HEEZ 34% 55%
Q14 courtesy of the bus operators EebZ 38% 53%
Q12 speed of the bus ride to your destination KGYA 46% 499%,
Q22 ease of making cnnectns betw DATA & other local... fo3/3 43% 49%
Q21 ease of making connections between DATA buses o3/ 45% 48%

46% 46%
Q20 frequency of service % 46% 43%

1% 47% 42%
Q17 time DATA buses stop running in the evening 22% 40% 38%

Q18 cleanliness of the bus interior 15% 49% 36%
Q19 comfort while waiting for the bus 16% 50% 34%
Q15 behavior of other people on the DATA buses 19% 54% 28%

Q16 sense of personal safety from others on the DATA...
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Q13 buses running on time
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20% 40% 60% 80% 100%

ne = Very poor/Poor (1,2)  ®mNeutral(3,4,5) ™ Very good/Excellent (6,7)



Top Scores for Each Component of GoDurham Service *

Change in service ratings as shown by change in top two scores (6 and 7 on 7 point scale)

. (Source: DATA Onboard Surveys 2011 & 2015)
§
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Selected as One of Top Three to Improve

One of top 3 "Most important to improve"
(Source: DATA Onboard Survey, 2015)

Q13 buses running on time

57%

Q17 time DATA buses stop running in PM 33%

Q20 frequency of service 31%

Q18 cleanliness of the bus interior 25%

Q15 behavior of other people on DATA buses 24%

Q14 courtesy of the bus operators 24%

Q19 comfort while waiting for the bus 22%

Q12 speed of the bus ride to your destination 20%

Q23 walking distance from home to closest stop 18%

Q16 sense of personal safety from others on DATA buses 13%

Q21 ease making cnctns btwn DATA buses 10%

Q24 accuracy of info from 485-RIDE phone operators 10%

Q22 ease making cnctns btw DATA & othr local buses

7%

Q25 accuracy info from Durham Stn ticket ofc staff - 5%

0%

®
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Relationship between overall performance rating,

and ratings of individual service elements

Correlation between separate service performance ratings and overall rating in Q27
(Lines indicate mean scores on X and Y axes)

. Strong correlation, high performance.
064 Strong correlation, poor performance: Perf g Il and h? .p lated
ves | Performs poorly, and this probably influences Q21 ease of mak|ng connections _ errorms v.ve ’ én this Is refated to
' . . . between DATA buses overall satisfaction.
overall level of dissatisfaction
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S (.
0.61 ° fhb °
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0.59 Q20 frequency of service destination
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' ® Q19 comfort while waiting for the bus ot & other local buses
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0.52
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Corelation Coefficient

°
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04T DATA buses
0.48
0.47
0.46
0.45
0.44 C¥3 the distance of the walk from home
to closest bus stop
043
e Weak correlation, poor performance. Performs poorly, but Weak correlation, high performance. Performs well,
0.41 this makes little difference in overall satisfaction score. but that makes little difference in overall satisfaction.
0.40
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Peformance Rating
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Communication
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Age and the use of smart phones

Age and use of smartphones
(Source: DATA Onboard Survey, 2015)
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Q29 A Ifyou use a cell Q29 B If you use a cell
phone, do you text on phone do you access
it? Yes the Internet on it? Yes
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Preferred information sources

Communication methods riders are likely to use for service changes
(Multiple sources allowed)
(Sources: DATA Onboard Surveys, 2011 & 2015)

485-RIDE

Website

*Notice posted at major bus stops
*Notice posted in the bus

The TransLoc app for smartphones
a text message

Facebook

TV/radio/newspaper

an email alert

Twitter
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35%
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17%

20%
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* Some of the differences in response result from a change of

wording between 2011 and 2015. This is especially true for

posted notices, especially "Notice posted on the bus."

2011: How would you prefer to receive information about
DATA route and service changes?

2015: Where are you most likely to look for information on
service changes or service disruptions?
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BCC Affiliation with Duke University

Affiliation with Duke University
(Source: DATA Onboard Survey, 2015)

Visitor, 10%

Student, 14%

No affiliation
with Duke, 41%

Patient, 16%

Employee or
contractor, 16%
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Use of BCC in past 12 months

Q3. In the past 12 months, how often have you used BCC?
(Source: DATA Onboard Survey, 2015)

Almost never, 6%

Once or twice a
month, 9%
Daily, 26%

A few times a
month, 16%

A few times a week,
40%
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Trip Purposes in Past Month in 2011 and 2015

o During the past month, have you used BCC to to or from...
47% (Source: DATA Onboard Survey, 2011 & 2015)
34%

' 43%
i

* Mot a response option in 2015
** Not a response option in 2011.
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BCC and GoDurham Riders’ Employment

60%

Employment

44% B BCC Survey, 2015 B BCC Survey, 2011

30%

20%

18%
. L 16%

10% 8% 7%
a3 5%
1% 1%
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Work outside Student and Student Unemployed Retired Homemaker Employed at

home employed home
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BCC and GoDurham Riders’ Income

Household Income

60% W BCC Survey, 2015 m BCC Survey, 2011
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BCC and GoDurham Riders’ Age
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Overall Service Ratings, BCC and DATA

Overall rating of BCC and DATA service
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BCC riders rate BCC
W 1 Excellent 48% 54%
® 2 Quite good 34% 21%
® 3 Good 13% 19%
m 4 Neutral 4% 5%
M 5 Poor 1% 0%
B 6 Quite poor 0% 1%
W 7 Very Poor 1% 1%
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Change in high score ratings of specific aspects of

40

BCC service measured in both 2011 and 2015

Change in BCC service ratings as shown by change in top two scores (6 and 7 on 7 point scale)
(Source: DATA Onboard Surveys 2011 & 2015)
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Percent of all mentions listing each as either 1st, 2nd, or 3rd priority to improve
(Source: DATA Onboard Survey, 2015)

BCC buses running on time

Freqguency of BCC service

Speed of the BCC bus ride to your destination
Cleanliness of the BCC bus interior

Distance - home to closest BCC bus stop
Behavior of other people on the BCC buses
Comfort while waiting for the BCC bus

Time BCC buses stop running in the evening

Connections between BCC and other local...

Sense of personal safety from others on the...

Connections between BCC and DATA buses
Courtesy of the BCC bus operators
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Service Ratings of GoDurham & BCC

Comparison of Ratings of DATA and BCC

Distance home to the closest bus stop
Speed of ride to your destination
Courtesy of the bus operators
Connections btw DATA & other local buses
Connections between DATA buses
Sense pers safety from others on bus
Frequency of service

Buses running on time

Cleanliness of the bus interior
Comfort while waiting for the bus
Time buses stop running in PM

Behavior of others buses
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Net Promoter Score

Q26 Net Promoter Score*
(Source: DATA Onboard Survey, 2015)

100% 100.0%
90% 90.0%
80% 80.0%
70% 70.0%
Net Promoter Score, 64.0%
60% 60.0%
50% 50.0%
40% 40.0%
30% 30.0%
20% 20.0%
10% 10.0%
Net Promoter Score, 4.5%
0% . . 0.0%
BCC Riders rate BCC DATA riders rate DATA

B Promoters 72.6% 37.7%

M Passives 18.8% 29.1%

W Detractors 8.6% 33.2%

® Net Promoter Score 64.0% 4.5%

* Net Promoter® and NPS® are registered trademarks and Net Promoter Score and Net Promoter System are trademarks of Bain & Company,
Satmetrix Systems and Fred Reichheld.
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Cell and smartphones

Do you use a cell phone?
(Source: DATA Onboard Survey, 2015)
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m BCC Rider Survey, 2015 m DATA Rider Survey, 2015
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Questions?

* Dr. Hugh Clark, CJI Research Corporation

hughclark@cjiresearch.com
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