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Survey - Online

Commuter Connections GRH Satisfaction Survey

We'd like to know how you feel about our program. Please take 8 moment to complete this survey. Your

response is greatly appreciated.

How would you rate the service you received from our
GRH trip reservation staff?

O Poor

O Fair

© Good

© Excellent
How would you rate the taxi or rental car service?
C poor

C Fair

© Good

O Excellent

What was the reason for your GRH trip?
O sick child

O Personal Tiness
O Unscheduled Overtime

O Other Emergency

Please Provide us with any comments about your GRH
experience.

How would you rate our response time?

O Poor

O Fair

O Good

O Excellent
Overall how would you rate our GRH service?
O Poor

O Fair

O Good

O Excellent

Approxi ly how many mi did you wait until
receiving your ride?
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Do you consider your comments to be a: (check all that
apply)

O compliment
5)
=

[ suggestion

<

O complaint

[ General comment

Do your comments refer to: (check all that apply)

[ Taxi or Rental Car Service
[ overall Service
[ Reservation Staff

[1 response Time

Submit
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Survey Card

Thank you for using Guaranteed Ride Home (GRH).
We'd like to know how you feel about our program.

Please take a moment to complete this card and drop it in the mail. Your response is greatly appreciated.

Poor Fair Good Excellent

1. How would you rate the service you received  [_] J J J 6. What was the reason for your GRH trip?

from our GRH trip reservations staff? 1 Sick Child O Overtime

U Personal lliness 1 Other Emergenc

2. How would you rate the taxi or l:l [l | | ] Py

rental car service? 7. Your name: (optional)

ime?

3. How would you rate our response time? | | | | & Oommsnts:
4, Overall, how would you rate our l:| L J |

GRH service?

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

1-800-745-RIDE * www.commuterconnections.org l}ﬂ“““‘[ﬂl@ﬂﬂ""iﬂ“ﬂ"s@ We’ll get you hnme.
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Survey Response Rate

Number of Surveys
Sent and Received by Year
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Survey Response Rate

Response Rate Percentage
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Reservations Staff

GRH Trip Reservations Staff

O Good
25%
B Excellent B Fair
0,
62% 13%
0%
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Transportation Service

Transportation Service

\ O Good
25%

O Excellent
69%

N\ / B Fair
6%

0%
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Response Time Rating

Response Time

O Good
31%

O Excellent
56%

B Fair
13%

0%
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Response Time Minutes

Response Time - Minutes

// 0 31-45 min
6%
016-30min  /
50% /(
| 0 46 + min
'|| 19%

3 <15
25%
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Overall Service

Overall Service

O Good
20%

O Excellent O Fair
73% 7%

O Poor

0%
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Satisfaction- All Categories

Combined Ratings

30

25 4 Fair/Poor

i Excel/Good

20

15 ) d

10

14 15 14 14

O T T T 1
Reservations  Transportation Response Time Overall Service
Staff Service
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Trip Reason

Reason for Trip

O Overtime

50% O Other Emergency

13%

O Personal lliness
31%

O Sick Child
6%
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Comparison to Previous Years

Reservations Staff
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90 e / \\
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Comparison to Previous Years

Transportation Service

100
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Comparison to Previous Years

Response Time Rating
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Comparison to Previous Years

Response Time Minutes
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Comparison to Previous Years

Overall Service
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FY19 Customer Feedback
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FY19 Customer Feedback

e 12 of 16 respondents (75%) provided written responses
e Vast majority compliments

* No complaints
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FY19 Customer Feedback

Types of Written Feedback

10

8

6

4

2 2
2
O T T T
Compliments General Comments Suggestions Complaints
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FY19 Customer Feedback

Feedback Categories

12
8
6
5 5
4 I
O Il T
Transportation Reservations Staff Response Time Overall Service

Service
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FY19 Customer Compliments : )

e Good experience.

e Pleased overall.

 Thank you for this service.

e Thanks for the ride.

 The drivers are always very friendly and quick to
respond.

e [t is a relief to know that this service is available
when riding the bus downtown.
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FY19 Customer Complaints : (

e Payment process to service provider (Enterprise)
In this instance seems to be broken. Vendor did
not have proper account information. Resulted in
a delay of 20+ minutes at the facility without
resolution.
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Recap

e 118 surveys distributed.

e 14% return rate.

e Overall satisfaction rating 93%.
e Average wait was 31 minutes.

e Overtime was most frequent reason for using
GRH.

* Written responses from 75% of survey
participants.

e No complaints.
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Douglas Franklin

Senior Marketing Specialist
(202) 962-3792
dfranklin@mwcog.org

commuterconnections.org

Metropolitan Washington Council of Governments
777 North Capitol Street NE, Suite 300
Washington, DC 20002-4290
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