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Dear Commuter:

Thank you for using the Commuter Connections Guaranteed Ride Home 
(GRH) program in July.   As a standard practice, we send out survey cards 
to all of our customers in order to determine their level of satisfaction with 
this free service.  Your feedback will help us gauge the program’s 
continued value and also help improve and better serve commuters in the 
Washington metropolitan area.

Please take just a moment to complete the enclosed survey card 
and simply drop it in the mail within 10 days, no postage 
necessary!

For the latest Guaranteed Ride Home participation guidelines, or if you 
would like information about other Commuter Connections services, 
please visit our web site at www.commuterconnections.org, or call us 
at 1-800-745-7433.

Thank you for using alternative means of transportation to get to work 
and for supporting the Guaranteed Ride Home program.

Happy Commuting!

COMMUTER CONNECTIONS

Survey Letter



Survey Card



Survey Card



Survey Response Rate
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Survey Response Rate
Response Rates in Percentages by Year
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Reservations Staff

Good
17%

Fair
3%

Poor
2%

Excellent
78%



Transportation Service 

Good
22%

Fair
5%

Poor
2%

Excellent
71%



Response Time Perception

Excellent
74%

Poor
5%

Fair
4%

Good
17%



Real Response Time

Approximately how many minutes did you wait until              
receiving your ride?

16-30 min
18%

31-45 min
5%

46 + min
3%

<15 min
74%



Overall Service

Excellent
77%

Poor
1%

Fair
4%

Good
18%



Combined Satisfaction Levels
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Reason for Trip

What was the reason for your GRH Trip?

Other
6%Overtime

15%

Sick  Child
22%

Per 
Illness/Fam 

Emer
57%



Positive Responses to Overall GRH Service

Percentage by Reason for Trip
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Comparison to Previous Years
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Comparison to Previous Years

95
93

9696
95

96
94

9393

88

93

80

85

90

95

100

FY97
/98

*
FY99
FY00
FY01
FY02
FY03
FY04
FY05
FY06
FY07
FY08



FY08 Customer Feedback



FY08 Customer Feedback



 
36% provided written response



 
3 to 1 positive to negative



 
Polarizing comments



 
Disconnect about Commuter 
Connections control over taxi service



FY08 Customer Compliments


 

This is the best idea that has ever come around and it really 
helped get home to my child. Thank you - keep this program 
going. 



 

I use GRH about every eight months. The service is 
consistently outstanding and a life saver for the public 
transit commuter!



 

This program is the only reason I carpool to work every day. 
Thank you!



 

I really appreciate the guaranteed ride home and don't know 
what I would do without it…keep up the excellent work. 



 

I couldn't believe how great it was. You guys really saved 
me that day. 



 

Great program truly appreciated by commuters.


 

I have been commuting from Fredericksburg for over two 
years now and this is first time using the service - I was 
extremely happy with everything.



 

My congrats on running an excellent program.


 

I can always rely on Commuter Connections. Many thanks 
for your great service!



FY08 Customer Complaints



 

First taxi never arrived - GRH rep called for second taxi and 
made sure it arrived. GRH rep was outstanding!



 

Waited a little longer than I expected, but otherwise a great 
service!



 

Driver was lost and not polite. Overall great!


 

Taxi was dispatched to wrong side of Vienna Metro station.


 

Taxi service (Barwood) was completely useless. Is there 
another service or do they have a monopoly?



 

It took a long time for the taxi to arrive. 


 

Incapable taxi driver. 


 

Cab driver was scared I was going to rob him. He almost 
made me get out on the side of the road to leave me 
stranded.



FY08 Customer Suggestions



 

You provide excellent service. Please increase the number of 
GRH’s per year.



 

Make sure the taxi driver knows the distance involved. I had 
to put gas in the taxi to get home. 



 

Would like to be able to have pick-up past 10pm. 


 

The GRH did not include a gratuity for the driver. Is it 
possible to include the gratuity, as the gratuity ($10) 
exceeded my usual fare on transit? Thanks!



Recap



 

2,994 surveys distributed 


 

33% return rate


 

Overall satisfaction rating 95% 


 

Positive rating by at least 91% for all 
categories



 

Average response wait was 15 minutes, 92% 
waited 30 minutes or less



 

Written responses on over a third of returned 
survey cards



 

Compliments out weighed criticism 3 to 1





CC ITEM #5

Commuter Connections 
TDM Evaluation Project
2008 Placement Survey

Presentation to
Evaluation Group
January 27, 2009

LDA Consulting
with 

CIC Research



Triennial database placement survey

Previously conducted surveys
1997 – 1998 (four quarterly surveys)
2000 – 2001 (four quarterly surveys)
November 2003, 2004, 2005 – annual surveys

Current survey conducted in November 2008

Surveys random sample of 700 commuters who applied to 
CC from July – Sept 2008 (95% + 3.4%)

Survey Background



Placement Survey Data

Survey collected data on:
Current travel patterns

Travel changes since receiving info

Previous travel patterns

Info/assistance received and used

CC improvements desired

GRH  and TRC experience

Demographics



Placement Survey Purpose

Collect data for program management

Collect data to estimate trip, VMT, and emissions from 
Commuter Operations Center and Software Upgrades

Placement rate
VTR factor
Travel distance
Rideshare access mode



Respondent Demographics

2008 2005 2004 2003
Employer size

< 100 employees 29% 24% 31% 25%
101–999 employees 30% 30% 31% 32%
1,000+ employees 41% 46% 39% 43%

Employer type
Federal agency 50% 54% 51% 56%
State/local agency 9% 5% 5% 4%
Non-profit 10% 10% 8% 10%
Private 31% 30% 31% 30%



Respondent Demographics - 2

2008 2005 2004 2003
Sex

Female 55% 58% 60% 58%
Male 45% 42% 40% 42%

Ethnic Group
White 64% 65% 64% 67%
African-American 20% 20% 23% 21%
Asian 11% 8% 7% 7%
Hispanic / Latino 5% 5% 4% 4%



Respondent Demographics - 3

2008 2005 2004 2003
Age

Under 35 22% 21% 24% 25%
35-44 29% 36% 34% 34%
45 + 47% 43% 42% 41%

Income
Under $40K 5% 5% 8% 8%
$40 – $79.9K 27% 30% 31% 39%
$80 – $99.9K 20% 21% 20% 18%
$100K or more 48% 44% 40% 35%



Document travel patterns of applicants

Estimate variables to calculate trip, VMT, and emissions 
from COC and Integrated Rideshare

Placement rate
VTR factors
Trip distance
Alternative mode access mode and distance

Examine service use and satisfaction

Survey Analysis



Mode Split by Weekly Trips - 2008

5.4%

9.1%

11.3%

15.2%

16.9%

17.5%

24.6%

0% 5% 10% 15% 20% 25%

TW/CWS

Commuter rail

Metrorail

Vanpool

Carpool

Bus

DA

Alternative modes dominated the weekly commute trips.  
Only 25% of commute trips were made by driving alone. Bus, 
carpool, and vanpool were the most popular alternative modes.



Mode Weekly Trips – 08, 05, 04, 03

Mode use remained relatively constant except for high train use 
in 2003 and high bus use in 2008.
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Other Travel Characteristics

2008 2005

Travel distance 36.3 mi 36.5 mi
Travel time 63 min 67 min

Ave. CP size 2.9 3.1
Ave. VP size 10.3 11.0
% CP occ – co-worker 40% 34%

% DA access to AM 77% 75%
Access distance 6.2 mi 5.6 mi



Travel Changes Made - 2008

More than a third (37.7%) of respondents had made a change to 
an alternative mode after receiving information or assistance.  

4.4%

4.9%

6.9%

9.1%

12.3%

0% 5% 10% 15%

Started teleworking

Started/tried
vanpooling

Added person to
existing pool

Started / tried
carpooling

Started / tried transit

Total who 
made a change 

= 37.7%



Travel Changes Made – 2008, 2005

2008 2005

Started / tried CP 9.1% 14.0%

Started / tried VP 4.9% 7.4%

Started / tried transit, B/W 12.3% 15.6%

Started / tried TW 4.4% 4.4%  

Add person to CP/VP 6.9% 3.1%

Tot placed in alt modes * 37.7% 44.5%

Total percentage change for 2005 includes 2.6% who made “one-time” changes.  
They are not included in later calculations.



Continued vs Temporary Change

2008 2005

Temporary, 
12.3%

Continued, 
25.4%

No Change, 
62.3% Tempora

15.0%

Continued
26.9%

Temporary changes 
lasted on average 
6.5 weeks

No change
54.3%

Temporary changes 
lasted on average 
3.0 weeks

ry



Continued vs Temporary Change - 2

Continued placement rate was higher for respondents who lived 
outside the MSA.  VMT reduction credit for “Outside MSA” was 
discounted to credit only portion of travel occurred within the MSA. 
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Continued vs Temporary Change - 2

Continued placement rate was higher for respondents who lived 
outside the MSA.  VMT reduction credit for “Outside MSA” was 
discounted to credit only portion of travel occurred within the MSA. 
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Previous and New Modes

About a third of respondents who made a mode change shifted 
from driving alone. The primary shifts were from RS to RS (28%),
DA to RS (19%), DA to TR (14%), and TR to TR (12%).

4%
14%

19%

9%

6%

8%
12%

28%

0% 10% 20% 30% 40%

Rideshare or transit to telework

Rideshare to transit

Transit to rideshare

Transit to transit

Rideshare to rideshare

Drive alone to telework

Drive alone to transit

Drive alone to rideshare



Other Calculation Variables

2008 2005
VTR factor

Continued changers -0.37 -0.45
Temporary changers -0.58 -0.57

Travel distance
Continued changers 38.2 mi 41.2 mi
Temporary changers 34.2 mi 35.5 mi

DA access percentage
Continued changers 69% 71%
Temporary changers 44% 69%



Reasons for Change

2008 2005

Changed job/work hours 23% 16%

Gas prices too high 18% N/A

Save money 14% 26% 

Save time 12% 23%

Moved residence 8% 6%
Tired of driving 5% 9%
Car not available 4% 11% 
Reduce cong./pollution 3% 6%



How Heard about CC – 08, 05

2008 2005

Word of mouth 28% 26%

Internet 22% 25%

Radio 17% 10%

Employer/employer survey 15% 12%

Brochure/promo materials 4% 2%

Bus/train sign or schedule 4% 6%

Highway sign 3% 5%



Source of Contact with CC – 08, 05

67%
77%

25%
20%

5%
5%

5%
5%

0% 20% 40% 60% 80%

Internet

Phone

Employer

Other
2008

2005

The internet continued to grow as the primary source of contact 
with CC.  This source accounted for 77% of contacts in 2008.



Info Received from CC - 2008, 2005

7%
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9%
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GRH

Matchlist

2005 2008

Lower percentages of 2008 survey respondents reported receiving 
most CC services, compared to 2005 survey respondents. But 
GRH was named by a higher share of respondents in 2008.



Use of Matchlist Info – 2008, 2005

The percentage of respondents who received a matchlist dropped 
between 2005 (67%) and 2008 (42%).  But respondents who 
received a matchlist in 2008 were equally likely to use the list as 
were respondents surveyed in 2005
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Use of Transit / P&R Info

2008 2005
Received transit info 17% 28%

Contacted tran agency 31% 37%
Tried transit 77% 83%

Received P&R info 13% 25%
Used P&R info 42% 54%
Knew P&R lot before 73% 67%
Used P&R lot before 48% 53%

Info influenced travel change 30% 33%



CC Improvements Desired

2008 2005
No improvement needed 38% 42%

More current information 7% 10%
Matches fit travel better 7% 8%
Internet suggestions 4% 7% 
More match names 7% 6% 
More advertising 4% 6% 
Transit improvements 3% 4%
GRH suggestions 4% 3%  
VP resources/assistance 2% 2% 



Employer Satisfaction Survey

Objective
Examine satisfaction of employers 
involved in CC programs
Identify desired changes to CC services

About 1,400 contacts in ACT! Database
Target quota of 400 completed surveys

Survey all employers in DB – two step process
Initial email or postal mail
Telephone follow-up to non-respondents to meet sample



Employer Satisfaction Survey Topics

Company background
Worksite commute program services offered
Ratings for Commuter Connections representative
Communication level
Knowledge, responsiveness, professionalism
Value of CC employer assistance services
Used employee survey
Interest in CC training opportunities



Employer Outreach Committee - January 2009

Employer Recognition Awards Survey CC Item #6

Employer Recognition Awards 
Employer Outreach Committee Survey 

Commuter Connections 
Subcommittee Meeting

March 17, 2009



Employer Outreach Committee - January 2009

Employer Recognition Awards Survey



Employer Outreach Committee - January 2009

Employer Recognition Awards Survey

In your opinion, please indicate what purpose you feel 
the Commuter Connections Employer Recognition 

awards program serves. 

• 87% - Recognizes endeavors of outstanding companies and 
encourages them to continue their efforts.

• 67% - Provides press coverage opportunities and exposure for 
COG, the Commuter Connections network and winning companies.

• 47% - Encourages other employers to provide greater emphasis on 
employee commute programs.  



Employer Outreach Committee - January 2009

Employer Recognition Awards Survey



Employer Outreach Committee - January 2009

Employer Recognition Awards Survey



Employer Outreach Committee - January 2009

Employer Recognition Awards Survey



Employer Outreach Committee - January 2009

Employer Recognition Awards Survey



Employer Outreach Committee - January 2009

Employer Recognition Awards Survey



Employer Outreach Committee - January 2009

Employer Recognition Awards Survey



Employer Outreach Committee - January 2009

Employer Recognition Awards Survey



Employer Outreach Committee - January 2009

Employer Recognition Awards Survey



Employer Outreach Committee - January 2009

Employer Recognition Awards Survey



Employer Outreach Committee - January 2009

Employer Recognition Awards Survey



Employer Outreach Committee - January 2009

Employer Recognition Awards Survey



Employer Outreach Committee - January 2009

Employer Recognition Awards Survey



Employer Outreach Committee - January 2009

Employer Recognition Awards Survey

RECAP
• Important to host a regional awards ceremony
• Keep it in the District
• Keep it at the National Press Club
• Materials well received (invitations, video, program booklet, give 

away item, print ad)
• Do not completely eliminate any award categories
• Determine best forum for Organization & Sales Team awards
• Consider lunch instead of breakfast
• Eliminate reminder phone calls



CC ITEM #8



CC ITEM #8



CC ITEM #8






















	ITEM 4  GRH FY08 Satis Surv Present.pdf
	��������Guaranteed Ride Home�Customer Satisfaction Survey
	Survey Letter
	Survey Card
	Survey Card
	Survey Response Rate
	Survey Response Rate
	Reservations Staff
	Transportation Service 
	Response Time Perception
	Real Response Time
	Overall Service
	Combined Satisfaction Levels
	Reason for Trip
	Positive Responses to Overall GRH Service
	Comparison to Previous Years
	Comparison to Previous Years
	Comparison to Previous Years
	Comparison to Previous Years
	FY08 Customer Feedback
	FY08 Customer Feedback
	FY08 Customer Compliments
	FY08 Customer Complaints
	FY08 Customer Suggestions
	Recap
	Slide Number 25

	ITEM #5 -2008 Placmnt Rate Survey Present.pdf
	Commuter Connections TDM Evaluation Project2008 Placement Survey
	Survey Background

	ITEM #6 - Employer Awards Survey 031709.pdf
	Employer Recognition Awards Employer Outreach Committee Survey 
	
	

	ITEM # 8 - BTWD 2209 Rack Card.pdf
	Front.pdf
	Back


