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SUBJECT: RESEARCH PROGRAM UPDATE 

ACTION: RECEIVE AND FILE REPORT ON METRO RESEARCH RESULTS 

RECOMMENDATION 

Receive and file the following report on the Metro Research Program. 

ISSUE 

This report provides an update on ongoing research projects: a riderlnon-rider focus 
group, the 2010 Spring Customer Satisfaction Survey, an annual survey of Metro bus 
and rail lines; the 2010 General Public Survey, a biennial telephone survey of a sample 
of all Los Angeles County residents; and a competitive analysis of riding transit versus 
driving for heavily-used commuting corridors. 

BACKGROUND 

2010 RiderlNon-Rider Barriers to Ride Focus Grou~s 
Metro convened two focus groups (frequent Metro riders and non-riders) to discuss 
attitudes toward public transportation and the factors surrounding commute choices in 
an effort to understand why people choose public transit over other modes. For the 
Metro rider focus group, only discretionary riders, those who had non-transit options, 
were interviewed. 

In summary, current Metro discretionary riders found transit to be competitive with 
driving (noting a relatively high cost of gas and wasted time), had an early exposure to 
transit, and a positive experience. This indicates an emotional or perceptual as well as 
an economic aspect of their travel decision. 

Non-riders did not see their current method of trip taking as problematic, and were not 
seeking an alternative. They have a base level of understanding of Metro services, but 
that is incomplete and often inaccurate. When they did try transit, they had a negative 
experience and thus a negative view of Metro services. 



Non-riders cited almost twice as many barriers to riding transit as riders. However both 
groups cited the following as barriers: convenience, safety, negative stigma, and time. 

Spring 2010 On-Board Customer Satisfaction Survev 
Beginning in FY03, staff implemented a semi-annual survey to track customer 
satisfaction with Metro Bus and Metro Rail, customer service, and awareness of certain 
Metro programs. The survey is now conducted each spring. Surveyors pass out and 
collect a short paper survey for all passengers on sampled weekday runs on Metro Bus 
and Metro Rail lines. 

After a dip in many indicators following the disruption in service in Fall 2003, results 
show a continuous positive trend, which continued this Spring. Looking at system-wide 
results, general satisfaction with Metro service, bus operator courteousness, on-time 
performance, and seat availability have all gone up. One indicator that has taken a 
slight dip is the proportion of riders who have acar available to make the trip, or 
discretionary riders. Staff believes that the most likely reason for this slight change is 
due to the prolonged sluggish job market in LA County. Staff reports results to all 
executive officers of Metro. Data is also used in various media and public requests. 

General Public Tracking Survev Results 
Metro has fielded the General Public Tracking Survey for over 15 years. The main 
research objectives of the current survey fielded in June 201 0 are to evaluate Los 
Angeles County residents' overall awareness and perceptions of Metro; their interest in 
possible Metro service changes and improvements; and their source of news and transit 
information. The results were analyzed based on opinions of LA County residents as a 
whole, opinions of frequent transit riders, and opinions of non-riders. 

Public awareness of Metro (aided and unaided) has increased to 98% of L.A. County 
residents. When adding up the first two (unaided) responses for transit operators, the 
top three were Metro at 44%, MTA at 28% and Metrolink at 15%. More than 3 of 4 
(77%) LA County residents would go on-line today to find out more information about 
riding Metro, and 19 percent would specifically go to metro.net. 

Even in the current economic climate, county residents will pay for premium, more 
convenient transit service. Sixty-three percent would pay for rail over bus and 60% 
would pay for express bus service over regular bus service. Almost half (48%) of all 
residents would rather raise fares than cut service, with only 113 (34%) wanting current 
fares and cutting service. Just under 1/2 (49%) of the current riders, however, would 
rather maintain fares and cut service. 

Competitive Analvsis of Ridinq Transit vs. Drivinq a Car 
To more effectively promote transit to new riders, Metro conducted a study to compare 
the trip time of riding transit to driving a car for various heavily-used commuting 
corridors. Using an impartial third party application, staff placed results into three transit 
alternative categories: Favorable, Competitive or Unfavorable. 
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Based on travel time, staff defined: "Favorable" as transit being faster and more 
convenient than driving; "Competitive" as transit being less than 25% slower than 
driving; and "Unfavorable" as transit being more than 25% slower than driving and 
cannot compete with the convenience of driving. The study was performed on heavily- 
used commuter corridors using the publicly available Google Maps Directions module. 
The "by transit" option set during A.M. Peak hours (6-9 AM), competed against the "by 
car" option. Most transit trips in these heavily-used corridors were found to be a 
competitive alternative to driving. However, when transit options were set to off-peak 
hours, most trips were categorized as unfavorable. Exceptions to this were commuting 
corridors that included rail lines, which still resulted in a favorable or competitive 
alternative. 

This analysis will be used to focus Communications resources and to identify potential 
areas in which to promote transit and improve services to our customers. For instance, 
riders are increasingly using smart phones and going online to access information 
therefore Communications will continue to broaden online applications to reach this 
market segment. In addition, the information will be provided to Operations staff for 
consideration in service changes and is also used in responding to various media 
requests received on an ongoing basis. 

Attachment A contains a trend analysis for both surveys on several key indicators, and 
results from the focus group and competitive travel analysis. 

NEXT STEPS 

Staff will perform the next customer satisfaction survey in spring 201 1. Staff will 
perform the next General Public Tracking Survey in spring 2012. Staff also performs ad 
hoc surveys of individual bus lines andlor rider segments that may update parts of the 
existing survey data. 

A. Highlights of Customer Satisfaction and General Public Surveys, RiderlNon-Rider 
Focus Group, and Competitive Travel Analysis 

Prepared by: 
Jeff Boberg, Program Manager, Research & Development, Communications 
Cosette Stark, Director, Research & Development, Communications 
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Matthew Fdaymond 
Chief Communications Officer 

Arthur T. Leahy n 
' Chief Executive Officer 
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Focus Groups: Metro Choice Riders 

Perceived Cost/Problem with Driving: 

"I work at UCLA and the parking there is really expensive and it's 
also kind o f  a nightmare just finding parking and fighting with all 
the students and the people who work there." 

"My job pays for my bus pass, so it's good for me." 

"I'd rather pay $5 a day than put quarters in  the meter every 15 
minutes." 

Convenience: 

"I take Metro just about anywhere; to Long Beach, to Pasadena to 
the Valley where I live." 

"I use it five days a week and it's because I go to work at rush hour 
and then I come home at rush hour. I kind o f  like Metro because 
it's predictable; so even if I'm in rush hour, I know it'll be on time." 
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Focus Groups: Non-Riders 

Perceived Cost/Problem with Transit: 

"I tried to use it and it was a nightmare." 

"If l had to take the bus to go to work, I would have to leave my 
house at 5 in the morning, so I'd just rather drive." 

It's not all that socially acceptable. It's not like in Europe where 
everyone takes the bus." 

Reasons to Use Transit: 

"Not having to drive, park or getting a ticket." 

"Environmental concerns . . . Reducing the carbon footprint." 

"Save gas, less stress, less traffic worries, save money for parking." 
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I Focus Groups: Non-Riders Have a Less Positive Perception o f  Transit 
Than Riders 

Riders Non-Riders 1 

Riders and non-riders were asked to evaluate 10 words on a scale of  1-1 0 with 10 being highly 
associated with Metro and 1 being not at all associated with Metro. 
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201 0 Spring Customer Satisfaction Su wey 

Results are part of  an annual customer satisfaction su rvey 
conducted by Metro for over 7 years. 

We survey bus lines and rail lines for over 98% of  Metro's 
average daily weekday ridership. 

There were 17,795 completed surveys system-wide this time, 
which is above average over the 7 year period. 
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General Satisfaction at Highest Level 

Agree 

Disagree 

- Linear 

(Ag reel 
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Generally speaking, I am satisfied with Metro Service 
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On-Time Performance Holds Steady at 75% 

THIS busltrain is generally on time (within 5 minutes) 
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Seat Availability at an All-Time High on System 

YES 

Linear 
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Do you normally have a seat for this trip? 
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Choice Riders Down With Local Economy 

T r e n d  
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Do you have a car available to make THIS trip? 
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70% of  all Metro Riders have Cell Phones 
44% of  all Metro Riders have Smart Phones 
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Do you have a working cell phone with you on THIS busltrain? 

If yes, can you browse the internet (i.e. a smart phone)? 
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201 0 General Public Tracking Su wey 

0 Telephone survey of  a random sample of  all Los Angeles County 
residents. 

MeasuresLACountyresident: 

awareness and perceptions of  Metro; 

interest in possible Metro service changes and 
improvements; and 

source of  news and transit information. 
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Awareness o f  Metro at 98% for LA County 

LA County Rider Non-Rider 
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1 More Than 3 o f 4  (77%) o f  Residents Would Use the Internet to Look 
l nto Public Transportation Today 

LA County Rider Non-Rider 

Other 

DWNA 

H 1 -800-COMMUTE 

Stop or Station 

Google Maps 

Metro.net 

IH Go Online 

Update on Metro Research Program 
Research & Development Department 





Competitive Analysis: Riding Transit vs. Driving a Car 
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Competitive Analysis: Riding Transit vs. Driving a Car 
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80 

4 60 FA Transit 
5 
I 

40 

20 

0 

Heavily-Used Corridors 

Update on Metro Research Program 
Research & Development Department 



Competitive Analysis: Riding Transit vs. Driving a Car 

Unfavorable 

Heavily-Used Corridors 

Transit 

.Car  I 

Update on Metro Research Program 
Research & Development Department 




