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Access Services – Agency Statistics



• Customer Satisfaction Surveys – A method to 
determine if Access is meeting customer needs

• Two types of surveys Access has performed:

• General Customer Satisfaction survey (‘22, ‘24)

• More focused surveys (ex. Technology – ’21, ’25 & 
Travel Mode – ’23)

Customer Surveys – Purpose & History



• Sample Year for Survey Design: June – May
• June – July – Develop survey theme / review past 

script
• August – October – Present survey script to 

advisory committees and Board of Directors
• November – December – Contractor editing of 

script & Marketing of Script (flyers, web-banner, 
hold message recordings, etc.)

• January – February – Survey Launch & data 
collection

• March – April – Review survey results
• May – Present results to committees and Board

Survey Development



• Customer Overall satisfaction with Access
• 2022 – 84.6%
• 2024 – 88.9%

• Comfort with other travel modes (2023)
• Using TNC (Lyft, Uber) – 56.1%  (78.7%)

• Internet access
• 2021 – 73.9%
• 2025 – 82.2%

What do Surveys Tell Us?



• Demographics

• Where’s My Ride application satisfaction

• On-Line paratransit reservations satisfaction

Recent (2025) Technology Survey Results
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12Access Services 2025 Passenger Study



• Develop a timeline to include important stakeholders

• Determine what information you want
• What do you want to ask?

• Be careful not to “over” survey

• Survey results can be useful for:
• policy decisions, 
• grant applications, and 
• revealing views of the agency

Conclusions
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