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Demographics of Respondents (San Bernardino Omnitrans) (2024)

Age

Gender

Trip Purpose

<18 5%
19 to 29 37%

30 to 39 [N 279
40 to 49 [ 1506
50 to 65 [ 12:¢

>65 [JJj 296
e
Femate [ o

Non-binary I 1%

Other / Prefer not to say . 59

work IR -
Education - 16%

Eat out / Grocery Qo4

Other Shopping - 9%
Leisure / Social - 9%
Medical [ 6%

Other - 536
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Frequency of
U

Race/ethnicity

Household Income

OMNITRANS QUICK DEMOGRAPHICS

Very Often

often NN =29
Sometimes | 18%

Rarely - 7%
Very Rarely || 1%

White / Caucasian [N =<

Black / African American [ 10%
Hispanic / Latinx (of any race) [ =co:
Asian [ 2%
Multi-ethnic [l 52
Other [ prefer not to state 5%

< 15,000 [ 222
$15,000to $24,999 |  17%
$25,000t0$49,999 [ 27

$50,000 to $74,999 13%
$75,000 to $99,999 [l 4%
$100,000 to $149,999 | 2%
2$150,000 | 2%
Prefer not to state 14%

41%

10% 20% 30% 40% 509 0% 70%
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OMNITRANS OVERALL SATISFACTION

2024 Omnitrans Fixed Route Customer Satisfaction Results
(ABBG CSS March-April 2024)

75.5%

10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

with the bus service?

How satisfied are you overall
o
=X

B Very Satisfied & Satisfied Neutral B Dissatisfied & Very Dissatisfied

= 75.5% of responding customers gave Omnitrans
a Positive Rating, Down 8 percentage points

= 299% net promoter score, 11" highest in the
group. Went down 5 places.
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SATISFACTION QUESTIONS

Survey asks 20 questions in 9 Satisfaction Areas

= Scored higher than peers in 17 questions

Areas of improved Satisfaction vs. 2023:
= Bus runs on time

= It is easy to get information about the bus service, alternative routes,
schedules.

= Bus driver are helpful and professional

= Transit agency responsive to customer complaints/problems
= Bus is well driven

= Bus has enough seating/ space and clean

= Feel safe and secure waiting for my bus
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SATISFACTION RATING BY CATEGORY

ion

Response per Quest

Itive

Percent Pos

Omnitrans' Positive Customer Satisfaction Rating by Category in ABBG CSS

(2022-2024)

2022 w2023 m2024 2024 ABBG Avg
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The buses operate on the The bus routes are Itis easy for metogeton | Itis convenientto paythe | Itiseasy to get information | Itis easy to find out if the If there are problems, The bus usually runs ontime| The bus gets me to my
days conveniently and off the bus bus fare / buy tickets or about the bus services buses are running on | can easily get information destination
and at the times that | need located for me passes schedule about altemative routes or in a reasonable amount of
them schedules time
Availability Ease of use Information Time
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SATISFACTION RATING BY CATEGORY

ion

Response per Quest

iive

Percent Pos

100%
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Omnitrans' Positive Customer Satisfaction Rating by Category in ABBG CSS
(2022-2024)

2022 w2023 m2024 2024 ABBG Avg

Bus drivers
look professional

Bus drivers are
helpful and
professional

Customer Care

The transit agency | The bus is well driven | The bus providesa |There is enough seating

is responsive comfortable Ispace on the bus waiting for my bus bus to reduce pollution overall with the bus
to customer environment service?
complaints/problems

77.9%
68.9%
70.5%
77.3%

The bus is clean | feel safe and secure || feel safe riding on the The bus helps How satisfied are you

Security Envr. Impact Overall
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Average Satisfaction Score at different journey points (San Bernardino Omnitrans) (2024)
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CUSTOMER COMMENTS

Top priority for customer were Availability

We ask customer two supplemental questions

«  What would make you feel safer while waiting at the bus
stop

» The top 3 were: More lighting, More shelters, and Additional
security

« Omnitrans offers several ways to pay your fare. Please

check all that apply to your trips.
» The top 3 were: Transit app, Cash, and Token Transit app
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Overall Customer Satisfaction remains higher than peer
group average: 75.5% vs. 72.3%

The feeling safe and secure waiting for the bus has jumped
by 8.2%: 59.1% vs 50.9%

Satisfaction rating for all questions under Availability are
higher than peer groups
Buses operating on the days and time that they need jumped by 8%
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THANK YOU
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