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GoDurham is a Who are our customers?
vital link for many
In the community

Ethnic/Cultural Self Identification
Multiple responses encouraged
(Source: DATA Onboard Surveys , 2011 & 2015)
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GoDurham is a Who are our customers?
vital link for many
In the community

Q31 Age
(Source: DATA Onboard Surveys, 2011 & 2015)
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GoDurham is a
vital link for many
In the community
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Less than
$15,000

Who are our customers?

Q37 Household Income
(Source: DATA Onboard Surveys, 2011 & 2015)
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How often do our customers ride?
GoDurham is a

vital link for many
In the community

(Source: DATA Onboard Surveys, 2011 & 2015)
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GoDurham is a Where do our customers go?

vital link for many
In the community

Purpose of this trip
[Source: DATA Onboard Surveys, 2011 and 2015)

49% 50%

W 2015 w2011

17%

3% 9% 8% 8% 9% 8%

0
. e

Work Shopping  Social or Other College or Medical Middle or Social
recreational vocational high school services
visit




We have improved
customer
satisfaction scores

Change in service ratings as shown by change in top two scores (6 and 7 on 7 point scale)
(Source: DATA Onboard Surveys 2011 & 2015)
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GoDurham On-Time Performance
5-Year Trend (All Timepoints)

Schedule reliability -
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Ore of top 3 "Mostimportant to improve”
(Source: DATA Onboard Survey, 2015)

57%

Q13 buses running on time

Q17 time DATA buses stop running in PM 33%

31%

Q20 frequency of service

Q18 cleanliness of the bus interior 25%

Q15 behavior of other people on DATA buses 24%

24%

Q14 courtesy of the bus operators

Q19 comfort while waiting for the bus 22%

Q12 speed of the bus ride to your destination 20%

Q23 walking distance from home to closest stop

18%

Q16 sense of personal safety from others on DATA buses 13%

10%

Q21 ease making cnctns btwn DATA buses

Q24 accuracy of info from 485-RIDE phone operators 10%

Q22 ease making cnctns btw DATA & othr local buses - 7%

Q25 accuracy info from Durham Stn ticket ofc staff - 5%
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Systemwide
rlderShlp and Customer Boardings

e per Revenue Hour Price per Gallon
productivity have of Gas
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Peer Comparison (Passenger Trips)
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We made changes
to the

Bull City Connector
In August




We are seeing
ridership shifts —

Employees and
students are
choosing to live
on BCC route




We are seeing
ridership shifts —

Conference
attendees are
connecting from
hotels to Duke




We are seeing
ridership shifts —

Alightings at
Duke stops are
up 12%




We are focusing _
on improving what On-Time Performance

we can control + Customer Service
+ Effective Communication
+ Bus Stop Improvements
+ Service Additions

= Improved Customer Experience




John Tallmadge

Director, Regional Services Development

jtallmadge@gotriangle.org

D ur ha m 919.485.7430
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