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Telephone interviewing
Field work conducted in February 2014
620 completed interviews

Current adult residents of San Francisco who

have used Muni in the past 6 months. A hybrid cell
phone/listed/RDD sample was utilized to contact county
residents. Interviews were conducted in English, Spanish, and
Chinese.

+/- 3.9% for total sample (n=620)

Responses are rounded to the nearest whole percentage. On
some questions, the percentages may not add up 100%
because of statistical rounding.


Presenter
Presentation Notes
Review slide

Explain background – have conducted numerous surveys for Muni and other agencies including BART, Caltrain, Golden Gate Tranit, VTA, SamTrans, MTC, etc.

Some primary objectives of this survey include:
Track trends in customer satisfaction
Better understand key issues that drive overall customer satisfaction
Identify barriers to using MUNI



USAGE OF MUNI



PURPOSE OF RIDING MUNI

MUNI, what is the main purpose of the trips you make

Commute to work 44%
Personal Appointments

Shopping
Recreation/Entertainment/Restaurant
School/University

Medical

Visit Friends/Family

Work-Related Business

Other



Presenter
Presentation Notes
Variety of reasons why respondents use muni. Top reason is commute to work. 


CONSIDER WALKING LONGER DISTANCETO BUS STOP

Think about your walk to the bus stop on a typical Muni trip. Would you consider walking a longer distance to your Muni stop
if you knew it would reduce your overall travel time?

60%

36%

4%

Yes No Don't know or Don't
walk to my stop



Presenter
Presentation Notes
Respondents who use Muni less often (less than 5 days a week) are more likely to say Yes – would consider walking longer distance. 65% of those who use Muni 5+ days a week or more say yes; even among infrequent users, % saying yes is over 50%




SATISFACTION RATINGS



OVERALL RATING OF MUNI SERVICE - TRENDING

Overall, how would you rate MUNI’s service? Would you say...

Trending: MUNI Overall Service Rating

Excellent and Good Ratings Combined

2001 2002 2003 2004 2005 2006 2007 2010 2011 2012 2014
100% -

80% +
68%

65%

60% -

40% -

20% +

0%

Important Note: Between 2001-2004, a 5 point scale was used: excellent, good, fair, poor and very poor. Since 2005, a four point scale has been
used: excellent, good, fair, and poor.



Presenter
Presentation Notes
The upward trend in overall satisfaction has continued in 2014 (increase of 12% since 2010since 2010). That is the good news. 


OVERALL RATING OF MUNI SERVICE

50%

64%

Excellent/Good

Excellent Good Fair Poor


Presenter
Presentation Notes
Broken out in more detail, you can see the 2014 ratings - nearly two thirds of respondents (64%) rate Muni service as excellent or good. 

However, there is still room for improvement, particularly movement into the Excellent category from the Good category.

(Example if needed: BART last satisfaction survey: 40% very satisfied; 44% somewhat satisfied; 11% neutral; 4% somewhat dissatisfied; 1% very dissatisfied.)




OVERALL RATING OF MUNI SERVICE - SUB-GROUP RATINGS

Note: Read % across »

Excellent
/Good
Total (all respondents) 1n-620) ceeeeeerrrreerrrriiiiiniiiiiiennnn, 64%
Usage of Muni
5 or more days/Week (n-243) vueeerrreresssnnnnnrreenersnnnanns 60%
Several times @ WEEK (1-150) ceereeerrrererrsseresrsessssressnns 67%
Once a week or 1€SS OFteN (1=227) wvvverveerrersrersrersressnes 65%
Trip Purpose
WOI’k/ School (N1=338) sasssusssssnsnsssnnusssssnnnnnnnnnnnunnnnnnn 59%
Personal BUSINESS (1-203).ceeveeresrersssrersssesssseeseseessans 65%
Other PUIPOSE (1-257)cuuecceeennnrrreeeeer s s s ssssnneeeeesseeens 66%
Payment Type
Clipper (N=346) .auuunnusssnnnnnsssnssssssssnsssssnnnsnnnnnnunnnnnnnnnus 63%
Cash / Other(n=z74> ................................................. 65%

30%

32%
25%
31%

32%
32%
27%

30%
30%

Fair

Poor

%

9%
%
4%

8%
4%
%

8%
5%


Presenter
Presentation Notes
One way to analyze the data is to look at different subgroups. Here you can see..
>Infrequent users (less than 5+ days/wk) rate muni higher than more frequent riders. 
>Those using the service for leisure or other purposes also rate it higher.

Overall satisfaction is about the same among those using different fare media (clipper vs cash/other payment types).



RATING OF SPECIFIC MUNI ATTRIBUTES

Operator (driver) helpfulness.............

Reliability / On-time performance.....

Managing crowding on Muni vehicles

Accessibility for persons with disabilities....................

Feeling safe & secure waiting at a Muni stop..............
Feeling safe & secure from crime on a Muni vehicle....

Frequency of SEIVICe......cccceeerrrniiccccccnnnerrree e

Communication With riders......ccceveeviereensernseresseensens

VehiCle CleanliNess. . ...ov.veeieeirerenresrnsenresrnsesresrassnsenrans

2014

79%
67%
61%
60%
95%
50%
49%
49%
31%

10


Presenter
Presentation Notes
Ranking of specific attributes provides useful information on how riders perceive the system. However, this does not tell the whole story in terms of what attribute has the most impact on overall satsfaction.



More Important

DERIVED IMPORTANCE

Less Importanat

MUNI SERVICE ATTRIBUTES

Most Important

Lowest Rating

Managing crowding

Lower Rating

Frequency of service

On-time performance

Safe from crime on
Muni

Safe from crime at a
Muni Stop
Vehicle Cleanliness

Communication with Operator (Driver)
riders Helpfulness

Accessibilty for persons
with disabilities

PERFORMANCE (4 point scale: 1=poor to 4=excellent) R —_—
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Presenter
Presentation Notes
Chart shows correlation between overall satisfaction and specific service characteristics. This chart provides insights when considering priorities related to improving customer satisfaction. 
 
This chart quantifies how important each service characteristic appears to be from a customer perspective (using the vertical axis) and shows the average customer rating for each characteristic (using the horizontal axis). 
The two attributes which are shown as most important (e.g. most highly correlated with overall satisfaction) are frequency of service and on-time performance. These attributes rate average and below average (respectively) compared to the other attributes listed. 
Managing crowding rates lowest of the listed attributes. It is considered important by riders, but is not at the same level as the top two attributes (frequency of service and on-time performance).


FAMILIARITY WITH SFMTA
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FAMILIAR WITH SFMTA RESPONSIBILITIES

The SFMTA (San Francisco Municipal Transportation Agency) is a City agency which oversees Muni, bike and pedestrian
programs, taxis , as well as parking and traffic in the City. In general, how familiar are you with the SFMTA and its
responsibilities...(read list)

49%
Not too / Not at 51%

all Familiar
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Presenter
Presentation Notes
Only about half (51%) of respondents are very/somewhat familiar with the SFMTA and its responsibilities. 
> 62% agree strongly/somewhat that the SFMTA effectively manages the city’s transportation program (29% disagree and 9% don’t know).



SFMTA EFFECTIVE MANAGEMENT

47%

Agree Strongly Agree Somewhat Disagree Somewhat Disagree Strongly

Don't Know

14



THANKYOU!
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