SERVICE'S

CCS Transportation Survey

Client Satisfaction

This survey was distributed to CCS Transportation Program clients to
determine their over-all satisfaction with the Program’s various
components of service. It was conducted between February — May, 2009
with 100 LTC clients, all aged 65+ and randomly selected. Survey results
were compiled by a third party.
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Most Recent Trip

5) Last trip taken? 6) When was the trip? 7) Was this a regular
trip?
B Past7 Days B Weekday ™ Weekend
B Past Month B One or More Times a Week
m Past 3 Months H One or More Times a Month

® More Than 3 Months

= Less Then This

M First Time Trip




8) Bus or voiunteer? §) Reason for travei?

@]

R

W Bus Both Ways

B Medical B Shopping ™ Social

W Volunteer Both Ways

m Volunteer, One Way Only

12) Message was

service representative?

m0-2 MINS
W 2-5MINS

13) The customer service representative
on the phone was...?

m 1-Strongly Agree  m2-Agree  m3-Undecieded m4-Disagree  m 5-Strongly Disagree

70 70 70 70

Courteous Caring Fair Knowledgeable &
Competent

*Percent of respondents have subscription rides and as such do not call in to book rides.



i4jWhen did your
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mToo Late

= Never Showed Up

= One Way

A"
A
EC
U

v

17) Called to confirm the

MYes WM No mN/A
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18) Overall the driver was...?

M 1-Strongly Agree M 2-Agree B 3-Undecided M 4-Disagree M 5-Strongly Disagree

97 97 97 03
3 3 3 7
00 0 000 00 0 000
— — —

Respectful Helpful

Ontime

19) Overall, how
satisfied was the client
with the service?

M 1-VerySatisfied W 2-Satisfied
m 3-Undecided o 4- Dissatisfied

m 5-Very Dissatisfied




Overall Service Quality

20) Overall service quality?

m1-StronglyAgree  W2-Agree M 3-Undecded m4-Disagree M 5-StronglyDisagree M N/A

85 86

82
15 12 12
5
00 0 0 o 0 o0 ? 1 0 0
When speaking with a From the bus drivers From the volunteers
customer service
representative

21) Changes in service over the years?

B MuchWorse MSame ™ Much Better BN/A

81 79

5 5

The System for The Confirmation OnTime Pick-ups  Qverall Quality of Bus
Booking Rides Process Trips

Schedulin

W 3 Days M 4 Days
m 5 Days m 6 Days
w7 Days  Standing Order

23) Does the minimum

Comments

* To be able to book one
day before the trip.

+ To be open 24 hours.

+ Would like last minute
booking for
emergencies or
appointments.

Complaints

24) Made a complaintin
the last 6 months?

mYes W No mN/A

Comments
* Pre-payment system
* Increasing ride fares

* Volunteer driver with
no heat




Safety and Comfort

281 Can

design of the bus?

arns with the
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Automatic Phone & Internet Systems/Website

29) Knowledge of automatic systems? 30) For the future which is the preferred method when?

HYes ®No W Customer service representative  WIVR  MInternet

87 87

84

Useof the IVR system  Use of ext 822 for  Access to a computer Access to the internet Viewed
cancelations www.ccsdu.org Booking a ride? Confirmng a ride? Changing or cancelling a ride?




Comments

31) Overall Comments?

Changes that could be made?

What is the best thing about CCS
Transportation?

Have more customer service
representative to answer phones so
fewer messages have to be left.
The back seats of the van are hard
to get to, consider changing for
another bus.

Drivers should call if they are
running late/early.

Debit machine at CCS office for
easier payments.

Able to give one day notice for ride
bookings.

Should give monthly detailed

account statements.

Great dependable service.
Reasonable prices (less expensive
than a taxi)

Employees and volunteers are
always friendly and helpful.

Allows clients to keep their
independence longer.

Great personalized service.

Can use it just for times clients don't
feel comfortable driving (e.g. winter
or Toronto medical appointments)
Many convenient ways to make pay-
ments.

Transportation to a
friend?

HYes HMNo




