
Demand Response Customer Satisfaction Survey



Survey Background
• Survey conducted in a joint effort between WRTA 

and AECOM through MassDOT Technical 
Assistance Program

• Last demand response customer survey was 
conducted by CMRPC in 2019

• Surveys were collected throughout spring & 
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



Survey Results
• 538 completed surveys were returned

• Survey response rates: 

• ADA, SCM Elderbus, and MMM COA survey results were grouped 
together in order to remain statistically significant

ADA, 33%

SCM 
Elderbus, 

28%

MMM 
COAs, 25%

Non-MMM 
COAs, 14%



Survey Results: Travel Behaviors

• How do you schedule trips?: (totals over 100% due to multiple options)
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0.5%
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Someone else requests for me

I call
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Survey Results: Travel Behaviors

• How often do you use our VANS?:
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Survey Results: Travel Behaviors

• How often do you use our CABS?:
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Survey Results: Travel Behaviors

• Primary reason for riding our service:

0.5%

0.6%

1.1%
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11.9%
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24.3%
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Medical

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



Survey Results: Travel Behaviors

• How do you make trips when our services are not operating?:

0.2%

0.4%

0.9%

0.9%

3.4%

4.6%

10.6%

14.1%

35.4%

43.4%

I use Via-WRTA

I reschedule

I walk / bike

I use a PT-1 van

I drive myself

Other

I use the WRTA Bus

I use a taxi, Uber/Lyft

I do not make the trip

Family / Friend drives me
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Survey Results: Travel Behaviors

• How often do you ride the WRTA bus?

55.6%
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2.2%
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Monthly

Weekly
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Survey Results: Travel Behaviors

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

1.0%

1.9%

4.0%

8.4%
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16.8%

21.7%

30.3%

43.3%

Poor experience

No service in my town

I don't need it / drive

Medical reason
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Bus schedule does not work for me

Stop locations do not work for me

Service is not accessible for me

Flexibility of curb-to-curb service
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Survey Results: Service Experience

• Are your trips provided by both vans and cabs, or vans only, 
or cabs only?:

Cabs only, 3.4%

Vans only, 
46.5%

Both 
Cabs and 

Vans, 
49.8%



Survey Results: Service Experience

• Personal experience with vans:

64.8%

47.2%

56.9%

69.0%

65.8%
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31.0%
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29.5%

27.0%
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Overall service experience

Pickup Flexibility

On-time trip performance

Feeling of safety using the vans

Vehicle cleanliness

Drivers safe operation of vehicle

Drivers professionalism
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Survey Results: Service Experience

• Personal experience with cabs:

41.4%

40.3%

43.4%
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35.1%
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13.0%
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14.4%
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13.6%
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1.8%
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Overall service experience
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On-time trip performance

Feeling of safety using the cabs

Vehicle cleanliness

Drivers safe operation of vehicle

Drivers professionalism

0.0% 10.0% 20.0% 30.0% 40.0% 50.0% 60.0% 70.0% 80.0% 90.0% 100.0%

Excellent
Good
Fair
Poor



Survey Results: Service Experience

• Overall service experience

64.0%

55.0%

61.3%

61.4%

61.5%

60.5%

31.5%

38.0%

29.7%

28.6%

29.1%
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Survey Results: Service Information

• Receiving enough service information:

Yes, 
71.7%

No, 15.0%

N/A, 
13.2%

• Source of service information:

1.8%

3.5%

3.4%

4.1%

7.3%

13.7%

21.7%

73.4%

I don't get any information

Word of mouth

Senior Center/COA

Other

WRTA social media

WRTA paratransit website

On the vehicle

When I call to schedule a ride
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Survey Results: Complaint Resolution

• In the last month, have you filed a 
complaint?:

No, 95.6%

Yes, 
4.4%

• Were you satisfied with the resolution of 
your complaint?:

Yes, 50.0%No, 50.0%



Survey Results: Technology Access

• Do you have any of the following?:

19.4%

27.7%

36.0%

42.8%

Smartphone with data limit

None of these

Tablet or computer with internet at home

Smartphone with unlimited data
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Survey Results: Technology Upgrades

• Which future technology upgrades would you find useful?

37.5% 39.8%

55.2%
59.1%

60.7%
60.4%

61.3%
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Updates

Contacting WRTA
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ride/filing a
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Planning a trip Imminient arrival
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picking me up?

Booking/cancelling
a ride
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Survey Results: Same-Day Service

• Would you be interested in same-day demand response service? 
Ex: Premium service with a 90 minute request window

Yes, 
71.9%

No, 28.1%



Survey Results: Same-Day Service

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

59.2%

77.2%

54.8%
44.3%

28.3%
21.8%

34.5%

17.2%

31.9%
40.8%

51.4%

42.3%

6.3% 5.6%
13.3% 14.9% 20.3%

35.9%
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hours as ADA
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Ability to book
within 90 minutes

Flat fare per ride Possible short trips
only

Shared trips Possible declined
request due to
high demand
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Survey Results: Additional Comments

• Additional comments/suggestions that respondents provided:

34.1%

19.0%
17.2% 11.5% 7.6% 7.2%

3.5%

0.0%

5.0%

10.0%

15.0%
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30.0%

35.0%

40.0%



Survey Results: Demographics

• Gender:

Male, 
37.0%Female, 

62.3%

Other, 
0.5%

No 
Answer, 

0.3%

• Age:

60+, 
77.5%

45-59, 
10.4%

35-44, 
3.4%

25-34, 
5.6%

19-24, 
3.1%



Survey Results: Demographics

• Race:

White, 
83.1%

African 
American 
or Black, 

6.8%

Asian, 3.1%
American 
Indian or 
Alaska 
Native, 

2.0%

Other, 3.9% Decline to 
Answer, 

1.2%

• Ethnicity:

Not Hispanic or 
Latino, 92.5%

Hispanic 
or Latino, 

7.5%

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



Survey Results: Demographics

• Household Income:

Under 
$15,000, 
36.0%

$15,001 -
$20,000, 
17.6%

$20,001 -
$25,000, 
15.2%

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

Over 
$30,001, 
19.9%

• Household Size:

1 person, 56.6%
2 

people, 
24.8%

3 
people, 
10.5%

4+ 
people, 

8.1%

• Education Level:

High 
School, 
34.9%

Bachelor's 
Degree, 
15.3%

Some 
college, 

21.0%

Associates 
Degree, 
10.8%

Less than 
High 

School, 
8.5%

Graduate 
Degree, 7.8%

Doctorate
, 1.6%



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 to schedule demand response trips
• Rides in vans at 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



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 trip – or do not make the trip at all – which shows the value of the service 
WRTA provides to its member communities.

• Both vans and cabs 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
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