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Summary of Customer Research Results - Fare Enforcement and Personal Safety 
Summary:
· Metro’s efforts to improve security have resulted in improved customer satisfaction with and perceptions of safety – but these areas remain an important concern to riders
· Riders on Metro’s Rapid Ride lines generally feel fare inspection levels are about right and do not impact their riding experience.  However
· More riders would prefer more frequent than less frequent fare inspection
· More riders feel fare inspection makes their riding experience better than worse 
Riders Perceptions of Personal Safety – 2014 Rider Survey	
Metro’s efforts to improve transit security have resulted in improved rider perceptions of personal safety.  2014 saw significant improvements in Rider satisfaction with:
· Personal safety at stops during the day
· Personal safety on the bus during the day
· Personal safety on the bus after dark
There were also significant increases in Rider’s perceptions that:
· Metro provides a safe and secure environment
· Metro is proactive in efforts to improve safety
· It is safe to use transit in downtown Seattle during the day and when it is dark
 However, rider concerns about personal safety remain:
· Personal safety on the bus and at stops after dark continue to be identified as “high importance/ low satisfaction” elements needing additional focus
· One out of five riders say they avoid riding the bus due to concerns about personal safety.
· There was a significant decline in the percentage of riders indicating they strongly agree they feel safer riding than a year ago
· One out of four riders disagrees that it is safe to use transit in downtown Seattle after dark.

Rapid Ride A and B Line 3-Year Post Implementation Surveys (2013, 2014)
· Most riders had been asked to provide proof of payment 
· A large majority of riders on both lines felt the level of fare payment inspections was appropriate, and significantly more riders felt inspections should be more frequent than less frequent

	Perceptions of payment inspections
	
	

	
	
	
	
	A Line
	B Line

	Asked to show proof of payment
	84%
	79%

	Appropriate
	
	
	59%
	69%

	Should be more frequent
	
	24%
	22%

	Should be less frequent
	
	17%
	9%



Rapid Ride C & D Line 1.5-Year and E Line 1-Year Post Implementation Surveys (2014, 2015)
· Most rides had been asked to provide proof of payment
· A large majority of riders on the C & D Lines felt fare inspection made no difference in their customer experience, and significantly more riders felt it made their experience better than worse.
· Over twice as many E Line riders said fare inspection made their experience better than worse, while slightly over half said it made no difference.   
	
	
	
	
	C Line
	D Line
	E Line

	Asked to show proof of payment
	83%
	83%
	81%

	Impact of proof of payment on customer experience
	

	
	
	Better
	
	24%
	26%
	32%

	
	
	No Difference
	60%
	57%
	53%

	
	
	Worse
	
	16%
	17%
	15%






