
Guaranteed Ride Home
Customer Satisfaction Survey

Fiscal Year 2018 Draft Results
Baltimore Region

Commuter Connections Subcommittee

January 15, 2019

Item #7C



Survey - Online

2



Survey Card

3



146

117
128 125

29
17

21
11

0

25

50

75

100

125

150

175

200

FY15 FY16 FY17 FY18

Sent

Received

Survey Response Rate

4
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Survey Response Rate
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Reservations Staff
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Transportation Service 
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Response Time Rating
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Response Time Minutes
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Overall Service
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Combined Ratings



Trip Reason
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Personal Illness
27%

Sick Child
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Overtime
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Other Emergency
46%

Reason for Trip



13

Comparison to Previous Years
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Comparison to Previous Years
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Comparison to Previous Years
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Comparison to Previous Years
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FY18 Customer Feedback
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FY18 Customer Feedback

 8 of 11 respondents (73%) 
provided written responses
 5 written responses (63%) were of 

a positive nature.
 1 written response (13%) was 

negative.
 Other responses were either general 

in nature or suggestions.
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Written Responses - Types
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Written Feedback Topics



FY18 Customer Compliments : )

 Outstanding!
 Thank you for offering this service.
 GRH customer service was outstanding. 
 Thank you very much for your service. 
 Best Service

22



FY18 Customer Complaints : (

 Driver was unfamiliar with the area and I was asked 
to provide suggested route even though I was 
clearly ill.
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Recap

 125 surveys distributed. 
 9% return rate.
 Overall satisfaction rating 82%. 
 Average wait was 25 minutes.
 “Other Emergency” was most frequent reason 

for using GRH.
 Written responses from 73% of survey 

participants.
 Compliments out weighed criticism 4 to 1.
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Questions
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