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Executive Summary 
The Customer Experience (CX) Action Plan team developed an online survey to gather feedback 
from public transportation riders on their experiences using public transportation in 
Connecticut. Survey results were used to identify pain points in a customer’s journey and 
support the development of CX Action Plan. The survey was made up of a series of modules 
representing different aspects of the transit customer journey, including trip planning, fares, 
stations and stops, schedule and frequency, boarding and exiting, on-board, and reliability.  
 
Key Takeaways and Highlights  
 

 
§ The overall transit experience satisfaction rating of survey respondents of all modes was 

7.5 out of 10. Respondents who chose bus as their primary mode (bus respondents) 
were slightly more satisfied (7.8), respondents who chose rail as their primary mode (rail 
respondents) were slightly less satisfied (7.2), and respondents who chose ADA 
Paratransit/Dial-A-Ride as their primary mode (paratransit respondents) were at the 
average satisfaction point (7.5). 

§ Stations and stops and schedule and frequency modules fell below the 7.5 benchmark 
or 75% satisfaction rate in the survey for all modes, highlighting two areas in need of 
improvement statewide. 

§ All respondents indicated the desire for well-maintained bus shelters with good lighting, 
clear schedules, and electronic signage with real-time information. 

Dates 
 

May-
September 

2022 

 Methodology 
 

Digital and 
paper 

 Questions 
 

77 

 Incentive 
 

Chance at a 

$75  
gift card 

 

 Target 
 

Transit riders  
in Connecticut 

 

         

Unique Page 
Visits 

 
Over  

9,800 
 

 Responses 
 
 

Over  

4,300 

 Satisfaction 
 
 

7.5  
out of 10 

 Comments 
 
 

Over  

4,000 

 Popular Mode 
 
 

60% 
Bus 

 



 2 

§ Bus respondents’ satisfaction with stations and stops was lower (57%) than that of rail 
respondents (74%) highlighting the need for improvements and investment in bus stops. 

§ Rail and bus respondents indicated a desire for more access at stations and stops to 
customer service personnel, bike storage, and food/beverage services. 

§ Respondents from all modes desired more frequent service during off-peak periods and 
weekends, including service that starts earlier and runs later. 

§ While paratransit respondents were satisfied with the reservation process and hours of 
operation for the reservation center, they indicated that they do not always have the 
option to reserve trips online and would like the ability to schedule on-demand trips to 
provide more flexibility.  

§ Over 50% responded that walking was the primary way they get to their transit stop or 
station as well as to get to their final destination.  

 


