


SCATPIlus Passenger Satisfaction Survey stember 2016

Introduction

During March 7716, Sarasota County Area Transit SCATPlus changed its business
model from a partial brokerage to a full brokerage when the service was fully privatized
with one vendor. The previous business model had two private transportation vendors
performing 75% of the trips while the county retained 25% of the trips and implemented
the reservations and dispatching functions. Currently, SCATPIlus has contracted to one
full service transportation vendor.

In September 2016, tt Sarasota County Area Transportation Paratransit Department
developed and administered a passenger satisfaction survey as an instrument for
monitoring the fully privatized transportation services that are being provided to the
county residences.

The purpose for surveying the frontline users was to pursue greater understanding into
the user’s age group, disability, frequency of service, trip purpose and overall perception
of the system. Through this task, customer service expectations and sustaining the
passenger’'s transportation needs were documented. The information provided from
this survey will help identify trends, shape and assist tt program’s vision.

700 surveys were distributed by vehicle operators, one senior center and three
developmental day programs. Surveys were return by different methods including mail,
vehicle operator and the centers. The survey included nine questions on one sided
legal paper. A space was provided for the respondents comments. A total of 142
surveys were tabulated for the results of this report. The response rate was considered
acceptable given the type of survey method used in this process.

Data is presented in a total response rate formula and percentages. The results of the
survey will be used to address and remedy current operational deficiencies and
highlight areas of the operation that are doing well.

Since there is no previous passenger satisfaction survey information available, this
survey will serve as the initial baseline for future surveys. It is anticipated that at
minimal, an annual passenger satisfaction survey will t conducted and compa 1 to
the previous results.

The results of this perception survey will be compared with the systems actual monthly
 formance measures for consistency for the purpose of identifying any gaps in the
service.

























































