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Objectives

• To determine the satisfaction with various aspects of 
the OCTA bus system as well as overall satisfaction

• To assess general travel behavior of bus patrons in 
Orange County

• To collect demographic information on OCTA bus 
patrons



Methodology

• Intercept Interviews
– Random sample of 1000 OCTA bus patrons
– Mix of gender and age
– Loose quota of 100-200 teens aged 13-17
– Survey conducted in both English and Spanish



Summary of Key Findings



Summary of Key Findings

Respondents are satisfied with OCTA bus service

Almost half say service is better than one year ago

They are satisfied with most OCTA bus services/issues

They feel that frequency of service is the most important area 
in which OCTA should make improvements



The primary reason they are riding the bus is lack of car

The most common source for getting information about bus 
service is the Bus Book

The most common purpose for current bus trip was to get to 
or from work

There is high awareness of the OCTA bus passes

Summary of Key Findings



Satisfaction with OCTA
In-depth Findings



Satisfaction with OCTA

• Respondents are satisfied with current service
– 90.1% say they are satisfied 
– 4.5% say they are dissatisfied 



Very Sat i s fied Somewhat  Sat i s fied Nei ther Sat i s fied nor
Dis sat i s fied

Somewhat
Dis sat i s fied

Very Dis sat i s fied

56.7

33.4

5.4 2.5 2.0

Top Two Box Score: 90.1

Q1. Overall, how satisfied are you with the current bus transportation services?

Bottom Two Box Score: 4.5



• Almost half say service is better than one year 
ago
– 46.9% say it is better
– 36.1% say it is the same
– 3.4% say it is worse
(Hispanics are more likely than Caucasians to say service is
better than one year ago)

Satisfaction with OCTA



Better Same Worse Don't Know

46.9

36.1

3.4

13.6

Q2. Would you say the bus transportation services are better, worse or the same as twelve months ago?



• Riders are satisfied with most aspects of bus 
service
– Highest satisfaction:

• Information provided in Bus Book (91.3%)
• Safety on the bus (90.7%)
Top Two Box Score

– Lowest satisfaction:
• Availability of weekend bus service (19.6%)
• Availability of evening bus service (19.8%)
Bottom Two Box Score

Satisfaction with OCTA



In fo.  provided at bus s top

Closeness of s top to home

Closeness of s top to f inal destination

Cleanliness of in terior

Cleanliness of exterior

Safety on the bus

In formation provided in the bus book

Top Two Box Score

Bottom Two Box Score

91.3
1.8

90.7

89.7
1.9

88.8

3.1

3.2
88.7

4.7

88.6
3.9

87.3
4.8

Q3. Thinking about your most recent bus trips, on a scale of one to five where 1 mean very satisfied 
and five means very dissatisfied, how would you rate the following items?



Cost of r iding bus

Travel time of tr ip

Reliability of transfer connections

Number of transfers necessary

Bus driver's  knowledge about service

Safety at bus s tops

Bus driver courtesy

Top Two Box Score

Bottom Two Box Score

85.9
5

84.8

83.9
3.8

83

5.8

4.8

82.1
5.6

79
7.7

78.6
9

Q3. Thinking about your most recent bus trips, on a scale of one to five where 1 mean very satisfied 
and five means very dissatisfied, how would you rate the following items?



Availability of evening bus service

Availability of weekend bus service

Accuracy of telephone customer in fo.  center 

Frequency of buses

Transit police/bus system security

Availability of bus benches/shelters at bus s top

On-time performance

Top Two Box Score

Bottom Two Box Score

76
10.4

74.3

71.6
3.6

70.8

11.6

11
67.1

2.4
46.9

19.6
45.1

19.8

Q3. Thinking about your most recent bus trips, on a scale of one to five where 1 mean very satisfied and
five means very dissatisfied, how would you rate the following items?



• Respondents feel frequency of service is the 
most important area in which OCTA should 
make improvements

• Top three areas for improvements:
– Frequency of service (21.1%)
– More evening service (7.2%)
– Timely service (5.6%)

Satisfaction with OCTA



Cus tomer inf o rma tion

More express  bus  serv ice w ithin county

Security and  sa f ety on the bus

Security and  sa f ety a t bus  s tops

T rans f er connec tions

Comfort o f  bus  sea ting

Overc row ding  ins ide buses

T ravel time

Bus  d river courtesy and  p ro f ess iona lism

More w eek end  serv ice

T imely serv ice/on time

More evening  serv ice

F requency o f  serv ice 21.1

7.2

5.6

5.4

4.9
4.5

3.6

2.4

1.8
1.6

1.6
1.1

1

All other issues less than one percent 

Q4. Besides price, what is the single most important area in which OCTA should make improvements 
to bus service?



Bus Service Usage
In-depth Findings



• Most ride the bus 4-7 days/week (77.6%)
– 18.7% ride 1-3 days per week
– 2.6% ride at least once per month
– 1% ride a few times a year

Bus Service Usage



1-3 days/week 4-7 days/week At leas t
once/month

A few t imes/year Don't  know

18.7

.212.6

77.6

Q5. How often do you currently ride an OCTA bus?



Bus Service Usage

• Lack of car is the reason most are riding the 
bus (72.4%)
(This reason was highest among Hispanics)



All other issues less than one percent 

Traffic congestion

No license

Don't drive

Broken car

Convenient

Save money

Gas prices

No car 72.4

4.9

4.9

3.5

3.1

3.1

2.8

1.4

Q6. What is the primary reason you ride the OCTA bus instead of using other means of transportation?



• Almost half said they are riding the bus more 
often than last year
– 47.4% say they are riding more
– 7.2% say they are riding less
– 39.6% say they are riding the same amount

Bus Service Usage



More Less Same Don't Know

47.4

7.2

39.6

5.8

Q7. Would you say that you’re riding an OCTA bus more often, less often or about the same as you 
were twelve months ago?



Sources and Information
In-depth Findings



Sources and Information

• Bus Book is the most common used source for 
getting information about OCTA bus service

• Top five sources for information
– Bus Book (80.5%)
– Information at the bus stops (59.1%)
– Telephone customer service center (33.3%)
– Bus system map (22%)
– Inside bus advertising (20.7%)



All other issues less than one percent 

Outs ide bus  adver t i s ing

OCTA webs i te

Individual  route t imetable

Brochures

Ins ide bus  adver t i s ing

Bus  sys tem map

Telephone cus tomer service center

Informat ion at  the bus  s tops

Bus  Book 80.5

59.1

33.3

22

20.7

19.5

17.8

17

14.4

Q8. Which of the following sources have you used for getting information about OCTA bus service?



All other issues less than one percent 

E-mai l

Mai l

Radio

Engl i sh-language newspaper

Cable televis ion

Bus  ambassadors  at  key locat ions

"T rans i t  Talk" newlset ter

Spanish-language news let ter

R ider 's  Aler t 10

6.5

5.3

4.7

4.1

4.0

4.0

2.6

1.0

Q8. Which of the following sources have you used for getting information about OCTA bus service?



• They felt the sources used were effective at 
getting information about OCTA bus service

Sources and Information



Top Two Box Effectiveness Score in Red/Brackets

Outs ide bus  advert i s ing

OCTA webs i te

Individual  route t imetable

Brochures

Ins ide bus  advert i s ing

Bus  sys tem map

Telephone cus tomer service center

Informat ion at  the bus  s tops

Bus  Book 80.5

59.1

33.3

22

20.7

19.5

17.8

17

14.4

[96.6]

[86.7]

[90.8]

[92]

[86.2]

[95.5]

[86.7]

[93.6]

[82.9]

Q9. Of the sources you have used, how effective were they at getting information about OCTA 
bus service to you?



Top Two Box Effectiveness Score in Red/Brackets

E-mai l

Mai l

Radio

Engl i sh-language newspaper

Cable televi s ion

Bus  ambassadors  at  key locat ions

"T rans i t  Talk" newlset ter

Spanish-language news let ter

R ider 's  Aler t 10

6.5

5.3

4.7

4.1

4.0

4.0
2.6

1.0

[92.2]

[86.4]

[88.9]

[89.6]

[83.3]

[92.7]

[78]

[80.8]

[90]

Q9. Of the sources you have used, how effective were they at getting information about OCTA bus 
service to you?



Current Trip Information
In-depth Findings



Current Trip Information

• The most common reason for the current bus 
trip was for work 
(Reason is highest among Hispanics)

• Top three reasons for current trip:
– To or from work (43.4%)
– Going home (16.8%)
– Personal business/errands (13.6%)



Q10. What is the primary purpose of this trip?

Other

Schoo l (K-12)

Schoo l (co llege/univers ity/trade)

Hea lth/doc to r's  appo intment

Shopp ing

R ecrea tion/soc ia l v is it

Persona l bus iness/errands

Go ing  home

W ork  (to  o r f rom) 43.4

16.8

13.6

6.9

6.1

6.1

4.1

2.4

.6



Q10a. If going home, where did you come from?

Other

Schoo l (K-12)

Schoo l (co llege/univers ity/trade)

Hea lth/doc to r's  appo intment

Shopp ing

R ecrea tion/soc ia l v is it

Persona l bus iness/errands

Go ing  home

W ork  (to  o r f rom) 43.4

16.8

13.6

6.9

6.1

6.1

4.1

2.4

.6
R ecrea tion/soc ia l v is it

Hea lth/doc to r's  appo intment

Schoo l (K-12)

Shopping

Persona l bus ines s/errands

Schoo l (co llege/univers ity/trade schoo l)

W ork  (to  o r f rom) 7.3

2.7

2.6

1.4

1.1

1

.9R ecrea tion/soc ia l v is it

Hea lth/doc to r's  appo intment

Schoo l (K-12)

Shopping

Persona l bus ines s/errands

Schoo l (co llege/univers ity/trade schoo l)

W ork  (to  o r f rom) 7.3

2.7

2.6

1.4

1.1

1

.9



Current Trip Information

• 73% made one or more transfers during 
current trip



None One Two Three or
More

Don't
Know

26.7

41

22.4

9.3

.6

Q11. How many total transfers will you make during this trip?



• Most frequently used routes on current trip:
– Route 57 (16.7%)
– Route 60 (14.6%)
– Route 29 (14.1%)
– Route 43 (12.9%)
– Route 53 (12.8%)

Current Trip Information



7Other.991.362.837

.1701.68914.6602.135

.6DK.2148.1631.738

.3482.2873.6592.233

.9480.98616.7571.630

1.54601791.35614.129

.12891.2765.4551.726

.3285.9753.2542.325

.12666.57212.853.924

3.92051.971.651.721

.61739.2708.650.320

.1172.1693.647.118

.5167.367.546.217

.11559.46612.943.24

.41498.6642.34211.61

%Route%Route%Route%Route

Q12. Which routes have you used, or will you use, to complete this trip?



• On average, riders estimated they would 
spend 1.2 hours on current trip

Current Trip Information



4+ hours

3-4 hours

2-3 hours

1.45-2 hours

1.5-1.45 hours

1.25-1.5 hours

1-1.25 hours

45 minutes -1 hour

30-45 minutes

15-30 minutes

0-15 minutes 5.6

14

17.5

10.2

22.7

2.9

10.7

1.4

10.1

2.7

1.5

Q13. How much time would you estimate you will spend completing this trip?



• Most riders did not have a car available to 
them for current trip
– 84% did not have a car available
– 15.6% had a car available

Current Trip Information



• Cash was the method used most when paying 
for current trip

• Top three methods of paying:
– Cash (41.6%)
– One day pass (30%)
– Regular 30-day pass (15.6%)

Current Trip Information



Regular 15-day pass

Metrol ink t icket/pass

Youth 30-day pass

Senior/disabled 30-day pass

Regular 30-day pass

One day pass

Cash 41.6

30

15.6

2.9

2.8

1.9

1.2

All other issues less than one percent

Q15. How did you pay for this trip?



Other
In-depth Findings



Other - Awareness of Bus Passes

• 84.3% net awareness of the 7, 15 and 30-
day passes

• 65.6% net awareness of where passes are 
available to purchase



Other

• In the last six months, 38.4% had a bus pass 
by without stopping



Recommendations



• Overall, respondents were satisfied with 
OCTA service. Only a few areas needed 
improvement.

– Respondents stated that frequency of service was 
the key area that needed the most improvement.  
It would be helpful to look into this issue further.  
More information and/or research is necessary 
to determine what is needed.

Recommendations



– Consider addressing other aspects of service that 
scored lower satisfaction ratings 

•Availability of weekend bus service
•Availability of evening service

– Increase awareness of specific locations bus 
passes can be purchased. Awareness of where to 
purchase the passes was lower than awareness 
of the passes

Recommendations



Demographics



Demographics

• Mean years using service: 4.2

• 43.4% have access to the 
Internet

• 30.7% are registered to vote

• 53.4% are employed full time

• 55.2% are single

• Mean age: 33.9

• 54% high school graduate +

• 67.5% Hispanic/Latino, 20.5% 
Caucasian/White

• 50% HHI less than $20,000

• 47.3% male, 52.7% female

• Santa Ana was highest for the 
following: 28.3% live, 13.3% 
work, 37% attend school


