Worcester Regional Transit Authority

Demand Response Customer Satisfaction Survey



Survey Background

« Survey conducted in a joint effort between WRTA
and AECOM through MassDOT Technical
Assistance Program

« Last demandresponse customer survey was
conducted by CMRPC in 2019

« Surveys were collected throughout spring & Sl e A
summer 2025 by surveying demand response
passengers into four groups:

« ADA clients

« Mobility Management Model (7 COAs)

« SCM Elderbus

« Non-MMM COAs (Clinton, Grafton, Holden)




Survey Distribution

« Paper surveys were mailed to respondents
with a cover letter for instructions

« Translated into 8 languages with instructions
in each language to request a translated
version

« Large-print version was made available for
individuals with visual impairments

 Respondents could opt to conduct survey
over the phone vs. returning paper copy

« Surveys were mailed in an addressed,
stamped return envelope to encourage
participation

o &0 Foster Stre et Worcester, MA 01408

____-_:-W“‘“. , %, 508.453.3403

«d admin@theria.com
Worcester Regional Transit Autharity ) therta.com

Dear WRTA customer,

We are conducting a customer satisfaction survey for Worcester Regional Transit Authority (WRTA)
curb-to-curb service, and would like you to fill cut the enclosed survey. Please put the response in
the mail by April 18, 2025. Your response will help WRTA to make decisions on how best to improve
the service. If you need any assistance, please mark one of the options below and retum in the
enclosed return envelope.

__lwould like to participate by phone. Please call me.

Estamos realizando una encuesta de satisfaccion del cliente para el servicio puerta a puerta de la
Autoridad de Transito Regional de Worcester (WRTA) y nos gustaria que completara la encuesta
adjunta. Envie la respuesta por correo antes del 18 de abril de 2025. Su respuesta ayudara a la
WRTA a tomar decisiones sobre la mejor manera de mejorar el servicio. Si necesita ayuda, margque
una de las opciones a continuacion y enviela en el sobre de devolucion adjunto.

__ Me gustaria participar por teléfono. Liameme.

Me gustaria recibir una version en espafiol por correo
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Nous menons une enquéte de satisfaction client pour le service porte-a-porte de la Worcester




Survey Results

« 538 completed surveys were returned

Non-MMM
COAs, 14%

ADA, 33%
MMM

COAs, 25%

SCM
Elderbus,

« Survey response rates: =

* ADA, SCM Elderbus, and MMM COA survey results were grouped
together in order to remain statistically significant
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Survey Results: Travel Behaviors

¢ HOW dO YOU SCthUle T”pse (totals over 100% due to multiple options)

Someone else requests for me - 11.4%

Online Reservation System - 6.0%
Automatically Scheduled |/‘ 0.5%

| do not/lamunable — 0.2%
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Survey Results: Travel Behaviors

 How often do you use our VANSZe:

Daily 7.9%

Weekly 34.4%

Monthly

27.2%

A few times/year —30.2%

Never -, 2.8%

0.0% 5.0% 10.0% 15.0% 20.0% 25.0% 30.0% 35.0% 40.0%
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Survey Results: Travel Behaviors

 How often do you use our CABSe:

Daily 4.5%

Weekly 18.6%

Monthly

11.5%

A few fimes/year —19.4%

—47.1%

Never

0.0% 5.0% 10.0% 15.0% 20.0% 25.0% 30.0% 35.0% 40.0% 45.0% 50.0%
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Survey Results: Travel Behaviors

* Primary reason for riding our service:

Medical 73.0%
Grocery Shopping I 24.3%
Work I 13.3%
Senior Center / COA N 11.9%
Pharmacy NN 8.8%

School WM 3.0%

Personal / Errands 1l 2.8%
YMCA /Gym M 1.9%
Other B 1.1%
Volunteering I 0.6%
Adult Day Program | 0.5%

0.0% 10.0% 20.0% 30.0% 40.0% 50.0% 60.0% 70.0% 80.0%

=R



Survey Results: Travel Behaviors

 How do you make trips when our services are not operatinge:

Family / Friend drives me T 43.47%
| do not make the trip " 35.47%
| use a taxi, Uber/Lyft IS 14.1%
| use the WRTA Bus [N 10.6%
Other NN 4.6%
| drive myself [l 3.4%
luse a PT-1 van M 0.9%
| walk / bike M 0.9%
| reschedule | 0.4%
| use Via-WRTA |~ 0.2%

0.0% 5.0% 10.0% 15.0% 20.0% 25.0% 30.0% 35.0% 40.0% 45.0% 50.0%
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Survey Results: Travel Behaviors

 How often do you ride the WRTA bus?¢

Daily . 2.2%

Weekly

13.8%

Monthly

9.7%

—20.6%

A few fimes/year

Never — 55.6%

0.0% 10.0% 20.0% 30.0% 40.0% 50.0% 60.0%
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Survey Results: Travel Behaviors

 |f you do not ride the WRTA bus, please indicate your reason(s):

Flexibility of curb-to-curb service [IIINEGEGEEEEEEE e 43.3%
Service is not accessible forme [IINENEGGNEEee 30.3%
Stop locations do not work forme NG 21.7%
Bus schedule does not work for me  [IIEEGEGGGN 16.8%
Other NN 8.4%
Medical reason [N 8.4%
| don't need it / drive [ 4.0%
No service in my town [l 1-9%

Poor experience I+ 1.0%
0.0% 5.0% 10.0% 15.0% 20.0% 25.0% 30.0% 35.0% 40.0% 45.0% 50.0%
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Survey Results: Service Experience

« Are your frips provided by both vans and cabs, or vans only,
or cabs onlyze:

Cabs only 3.4%

Both
Cabs and Vans only,

Vans, 46.5%
49.8%

=R



Survey Results: Service Experience

« Personal experience with vans:

Drivers professionalism 71.0% 26.8% 2%
. . . 8%
Drivers safe operation of vehicle AR YA
m Excellent

0.2%
= Good

Vehicle cleanliness 65.8% 28.9% 3.3% Fair

m Poor

Feeling of safety using the vans 69.0% m3%|

0.7%

On-time trip performance 56.9% 29.5% 12.4% I1 29
Pickup Flexibility 47.2% 34.3% 138% [

4.7%

Overall service experience 64.8% 31.0% 4.0%

0.2%
0.0% 10.0% 20.0% 30.0% 40.0% 50.0% ¢60.0% 70.0% 80.0% 90.0% 100.0%
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Survey Results: Service Experience

« Personal experience with cabs:

Drivers professionalism 47.1% 37.4% 13.6% 1.%
Drivers safe operation of vehicle 43.5% 41.6% 12.8% 2'% s Excellent
» Good
Venhicle cleanliness 35.1% 36.8% 19.8% - Fair
= Poor
Feeling of safety using the cabs 47.2% 35.3% 15.6% 1.%
On-time trip performance 43.4% 37.9% 14.4% ”
Pickup Flexibility 40.3% 35.7% 201% 3%
Overall service experience 41.4% 43.9% 13.0% 1.%

0.0% 10.0% 20.0% 30.0% 40.0% 50.0% ¢60.0% 70.0% 80.0% 90.0% 100.0%
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Survey Results: Service Experience

« Overall service experience

Phone system ease of use 60.5% 31.6% 6.3%' 1.6%

1.6%

Courtesy & knowledge of CS staff 61.5% 29.1% 7.8% I = Excellent

» Good
Fair

Ease of frip scheduing 9% | oo
Reservation process 29.7% 8.0% I 0.9%
Eligibility/application renewal process .O%l 2.0%

0.0% 10.0% 20.0% 30.0% 40.0% 50.0% 60.0% 70.0% 80.0% 90.0% 100.0%
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Survey Results: Service Information

« Receiving enough service information: « Source of service information:

When I call o schedule aride [ 73.4%
Onthe vehicle [ 21.7%

WRTA paratransit website [N 13.7%

WRTA social media [ 7.3%

No, 15.0%

other [l 4.1%
Senior Center/COA . 3.4%
Word of mouth .\ 3.5%

| don't get any information I\_ 1.8%
. o

0.0% 10.0% 20.0% 30.0% 40.0% 50.0% 60.0% 70.0% 80.0%
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Survey Results: Complaint Resolution

* |In the last month, have you filed a
complainte:

No, 95.6%

 Were you satisfied with the resolution of
your complainte:

No, 50.0% Yes, 50.0%



Survey Results: Technology Access

« Do you have any of the followinge:

Smartphone with unlimited data

Tablet or computer with internet at home 36.0%

None of these 27.7%

Smartphone with data limit 19.4%

0.0% 5.0% 10.0% 15.0% 20.0% 25.0% 30.0% 35.0% 40.0% 45.0%
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Survey Results: Technology Upgrades

« Which future technology upgrades would you find useful?

70.0%
60.0%
50.0%
40.0% 55.2%
30.0%
20.0%

10.0%

0.0%
Other Service Contfacting WRTA  "Where's my ride" Planning a frip Imminient arrival ~ Which vehicle is Booking/cancelling
Updates about my fracking noftifications picking me up? aride
ride/filing a
complaint



Survey Results: Same-Day Service

 Would you be interested in same-day demand response servicee

Ex: Premium service with a 90 minute request window

No, 28.1%
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Survey Results: Same-Day Service

« How would each of the following influence your decision to use same-day service?

100.0%
e "
90.0% = 14.9% 20.3%

17.2%

80.0%

70.0% 31.9%

60.0%

= Less Likely

50.0%
m No Difference

40.0% = More Likely

30.0% 54.8%

20.0%

28.3%

10.0%

0.0%
Same service Ability to book  Flat fare perride Possible short trips Shared trips Possible declined
hours as ADA  within 90 minutes only request due to

service high demand
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Survey Results: Additional Comments

« Additional comments/suggestions that respondents provided:
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Survey Results: Demographics

« Gender: « Age:
19-24,
25-34, 3.1%

35-44, 5.6%
3.4%

Female,
62.3%
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Survey Results: Demographics

e Race: . EThﬂICITYI
Asian, 3.1% Other, 3.9% D:s::‘;” Hispanic
American ! Lati
. | /‘ 1.2% or Latino,
Indian or 7.5%
Alaska

Native,
2.0%

Not Hispanic or
Latino, 92.5%

« Primary Language Spoken at Home: English (90.7%), Spanish (5.9%), French (0.7%)

—-———\N“TD%



Survey Results: Demographics

« Household Income:

Over

$30,001,

19.9%

$25,001 -
$30,000,
11.2%

$20,001 -
$25,000,

15.2%

Under

$15,000,

36.0%

$1 51001 -
$20,000,
17.6%

« Household Size:

1 person, 56.6%

« Education Level:

Graduate Doctorate
Degree, 7.8% , 1.6%
Less than
High
School,
8.5%

High
Schoaol,
Associates
Degree,
10.8%

Some
college,
21.0%



Avg. Demand Response Rider Profile

* The average survey respondent is:
 Female, Age 60+, White, who speaks English

« Income under $15,000 a year, 1 person household size, HS
graduate

« Calls fo schedule demand response trips

* Ridesin vans atf least weekly

* Primary reason for riding is to/from medical appointments

* Without the WRTA, would have family/friend drive them.

« Doesn’t use fixed-route due to the flexibility of demand response

 Have had an ‘excellent’ overall experience with the WRTA
demand response service

=WRiny
—0



Conclusion and Next Steps

Overall, survey shows that demand response riders are overwhelmingly satisfied with
the service provided.

If WRTA service is not working/available, most riders rely on family and friends to
make the frip — or do not make the frip at all - which shows the value of the service
WRTA provides to its member communities.

Both vans and calbs received very positive responses, but there are areas for
improvement;

Vans — timeliness and pickup flexibility

Cabs - vehicle cleanliness and pickup flexibility

Riders are enthusiastic about the potential for upgraded technology that would
provide real-time information

While there is interest in the concept of same-day service, there are concerns when
presented with potential for operational challenges —2““‘“
g



Worcester Regional Transit Authority

VIP Taskforce Update



Purpose of Taskforce

« To understand accessibility barriers for visually impaired riders
« |dentify systemwide opportunities for improvement
« Evaluate operations, route structure, and platform navigation

Engagement Timeline

 Invitations sent: August 11, 2025

« Partficipation deadline: August 29, 2025

« Initial meetings: September 26 & 29, 2025
« Follow-up meeting: November 14, 2025



Key Challenges Identified

« Platform disorientation & ambient noise

« Missed, unclear, or inconsistent audio announcements
« Limited slip capacity at the Hub

* |nconsistent stop-level accessibility

Audio Announcements
 Difficulty hearing onboard announcements
« Need for consistent volume and reliability

Communication Needs

« Clearer onboard communication

« Importance of sighted-guide training

« Opportunities for mobility instructor support through MCB



Service & Scheduling Constraints

Route Redesign Considerations
« Suburban frequencies and access
« Cross-town route demand

Hub & Slip Constiraints

 |nsufficient slip availability
* Noise concerns and pedestrian congestion with adding slips
« Limited construction/expansion options



Accessibility Enhancements & Next Steps

FALCON - Text-to-Speech Button connectpeint’

Accessibility Enhancements

« Falcon Button installed at 5 platform locations |
+ Exploring NavilLens technology 3
« GO app: built-in accessibility features

« Balance digital tools with low-tech solutions

Next Steps cnonenn B couorone D

Arrive at 9:54 AM 28 min Arrive at 9:57 AM 28 min

« Operational and accessibility reviews i M, =
 Slip and Hub capacity studies : :
« Visit from Mobility Instructors from MCB
« Continued collaboration with VIP Taskforce B Fucka Pharmary © Pucks Pramacy

Queen St /12th St Queen St/ 12th St
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