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APPENDIX A: TITLE VI INFORMATION INCLUDED IN THE SCHEDULE GUIDE

Exhibit A.1 presents an image of page 10 of the FAX Schedule Guide, which includes the
Title VI Notice to the Public, which reads:

Fresno Area Express is committed to ensuring that no individual or
organization is excluded from participation in, denied the benefits of its
programs, activities, or services, or subject to discrimination on the basis
of race, color, or national origin as afforded to them by Title VI of the Civil
Rights Act of 1964, as amended. For more information, please contact
customer service at 621-RIDE.

Exhibit A.2 presents an image of page 11 of the FAX Schedule Guide, which includes the
Title VI Notice to the Public in Spanish, which reads:

Fresno Area Express se compromete en azegurarse que ninguna persona
U organizacion sea excluida de participar, se le nieguen los beneficios de
sus programas, actividades o servicios, 0 que estén sujetos a la
discriminacion basada en laraza, el color o el origen nacional que les brinda
el Titulo VI de la Ley de los Derechos Civiles de 1964, segun enmendada.
Para obtener mas informacion, comuniquese con el servicio al cliente al
621-RIDE.
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Exhibit A.1 Title VI Information in Schedule Guide (English)
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Exhibit A.2 Title VI Information in Schedule Guide (Spanish)
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APPENDIX B: FTA CIVIL RIGHTS ASSURANCE STATEMENT

Exhibit B.1 presents an image of the signature page of the Federal Fiscal Year 2022 FTA
Certifications and Assurances. It affirms the City of Fresno, as a recipient of federal
funding, will comply with all federal laws, regulations, and requirements, follow applicable
federal guidance, and comply with the Certifications and Assurances applicable to its
federal funding program. The document is signed by Joe Vargas, Director of
Transportation for the City of Fresno, and Pauline Brickey, Attorney for the City of Fresno.
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Exhibit B.1 FY 2022 FTA Certifications and Assurances Signature Page
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APPENDIX C: FAX BASE SYSTEM

Exhibit C.1 presents an image of the FAX fixed-route system map, which includes bus
routes, transit centers, and key activity generators.
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Exhibit C.1 FAX Fixed-Route System Map
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APPENDIX D: LOW-INCOME POPULATION CONCENTRATIONS
WITHIN FAX SERVICE AREA

Exhibit D.1 presents an image of a map identifying low-income population
concentrations within the Fresno Urbanized Area. The map is based on the
American Community Survey 2015-2019 5-Year Population Estimates.
Concentrations represented on the map reflect the percentage of the population at
less than 150 percent of the poverty level. The average percentage of low-income
individuals in the Fresno Urbanized Area is 31.1 percent.

Concentrations of low-income population are differentiated by colors at the census
tract level. A solid border outlines the Fresno Urbanized Area. A dashed line
indicates all areas within three-quarters of a mile of a FAX fixed route.
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Exhibit D.1 Demographic Map: Low-Income Population
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APPENDIX E: MINORITY POPULATION CONCENTRATIONS
WITHIN FAX SERVICE AREA

Exhibit E.1 presents an image of a map identifying minority population
concentrations within the Fresno Urbanized Area. The map is based on the
American Community Survey 2015-2019 5-Year Population Estimates.
Concentrations represented on the map reflect the percentage of the total population
not categorized as “White, non-Hispanic.” The average percentage of minority
individuals in the Fresno Urbanized Area is 68.8 percent.

Concentrations of minority population are differentiated by colors at the census tract
level. A solid border outlines the Fresno Urbanized Area. A dashed line indicates all
areas within three-quarters of a mile of a FAX fixed route.
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Exhibit E.1 Demographic Map: Minority Population
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APPENDIX F: LIMITED-ENGLISH PROFICIENCY AREAS

Exhibit F.1 presents an image of a map identifying concentrations of populations
with Limited-English Proficiency (LEP) within the Fresno Urbanized Area. The map
is based on the American Community Survey 2015-2019 5-Year Population
Estimates. Concentrations represented on the map reflect the percentage of the
population five years and older who cannot speak English “very well.”

Concentrations of LEP population are differentiated by colors at the census tract
level. A solid border outlines the Fresno Urbanized Area. A dashed line indicates all
areas within three-quarters of a mile of a FAX fixed route.
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Exhibit F.1 Demographic Map: LEP Population
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APPENDIX G: SOCIAL SERVICES TRANSPORTATION ADVISORY COMMITTEE
MEMBERSHIP LIST

Me

Exhibit G.1 2022 SSTAC Membership
Social Services Transportation Advisory Committee (SSTAC)

mbership List

List

Updated March 2022

Resident of/ .
Appointment Geographic Term e
. Expires | Background
Representation

Potential transit user 60 years of age or older (minimum of 1)
Michael Mendez Jr. Sanger/Fresno County 1-2023 Hispanic
Representatives of the local social service providers for seniors (minimum of 2)
Sonia Del La Rosa, Fresno County Fresno/Fresno County 6-2023 Hispanic
Brian Spaunhurst, Fresno County Public Fresno/Fresno County 1-2023 Caucasian
Works
Potential transit user who is disabled (minimum of 1)
Sarin Wakimian Fresno/Fresno County 6-2023 Caucasian
Representatives of the local social service provider for disabled (minimum of 2)
Vidal Medina, RICV Fresno/Fresno County 5-2022 Hispanic
Chenier Derrick Fresno/Fresno County Afrlqan

American
Representative of the local social service provider for persons of limited means (minimum of 1)
Hector Medina, Fresno County Fresno/Fresno County 6-2023 Hispanic
Representatives from local Consolidated Transportation Service Agency (minimum of 2)
Amy Hance, Clovis Transit Clovis/Fresno County 6-2022 Caucasian
Thomas Dulin, FEOC/CTSA Fresno/Fresno County 6-2022 Caucasian
Moses Stites, FCRTA Fresno/Fresno County 2-2023 Hispanic
Darlene Christiansen, FAX Fresno/Fresno County 6-2023 Asu'?m

American
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Social Services Transportation Advisory Council (SSTAC)

Membership List

Updated March 2022

Resident of/

: . Term Ethnic
Appointment Geographic X
Representation Expires | Background
Representative of the general public who uses public transit
Yonas Paulos Fresno/Fresno County 6-2022 Caucasian
Matthew Gilliam Fresno/Fresno County 10-2023 Afrlc_an
American
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APPENDIX H: 2022 FAX BUS CUSTOMER SATISFACTION SURVEY
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Fresno Area Express 2018 Customer Satisfaction Report

Key Survey Findings

Fresno Area Express (FAX) has elected to conduct a statistically reliable customer opinion and satisfaction
survey among customers of the system. The purpose of the survey is to provide current information and
opinions concerning customer satisfaction, travel behavior, and rider demographics regarding the FAX
system and to compare the results of this 2022 study with the results from prior studies, in particular the
more recent 2014 and 2018 FAX customer satisfaction studies, and to highlight any changes that may be
related to ridership effects of the COVID pandemic.

The survey was conducted through bus stop intercept, online and on-board interviews of 876 FAX
passengers, which yields a margin of error of +/-3.3 percent at the 95 percent level of confidence.!

Rider Demographics

e The mean household size is 3.0 persons with nearly one half (49 percent) reporting either a 1-person
household (27 percent) or a two-person household (22 percent). This is a notably smaller household
size than in 2018 (3.5 persons per household).

e Respondents are primarily Hispanic/Latino (43 percent), White (27 percent), and Black/African
American (15 percent), with White riders showing a marked increase from 2018 and Black/African
American riders declining.

e Just over two-fifths of respondents (41 percent) earn an annual household income of less than
$10,000 and another 22 percent earn between $10,000 and $19,999 on an annual basis. The median
respondent annual household income is $13,800, which represents a considerable increase over
2018 ($9,300), including 9 percent earning $75,000 or more per year in contrast to only 2 percent
in 2018.

e Approximately one-third of respondents (32 percent) are between 18 and 34 years of age with
another 36 percent between the ages of 35 and 54. The median age of 41.3 years of age is a quantum
leap over 2018, 2014 and 2011 (all approximately 33 years of age). This age increase is likely tied
to a substantial decline in school-age riders during the COVID pandemic and is not necessarily
reflective of a long-term effect.

e Over three-fifths (62 percent) have a high school education or less while 26 percent have a college
degree or more education, again a substantial difference from 2018, 2014, and 2011, where college
graduates were only 15-to 17 percent of the ridership.

! Prior years’ surveys had more respondents than 2022. This decline in numbers had a small impact on the margin of
error, which was +/- 2.3 percent for 1,803 respondents in 2018. The 2022 survey budget constraints and reduced
ridership volume that has resulted from the COVID pandemic led to an objective of 1,000 respondents; however,
riders were more oriented to their cell phones and did not want to be diverted from these media to take a survey.
Response rates were down from 6.5 per hour in 2018 to 2.5 per hour in 2022 owing to a smaller rider volume and this
growing disinterest among riders in participating. These observations were reported by Rea & Parker’s field supervisor
as well as the surveyors assigned to this project. That said, a response from 876 riders can be considered to be
exceptional, aided by supplemental online and in-person intercept surveys.
3
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e Almost one-half (48 percent) of these respondents are either employed full-time (25 percent),
employed part-time (14 percent), self-employed (6 percent) or homemakers (3 percent). An
additional 17 percent are students (7 percent employed and 10 percent unemployed). As mentioned
above, student usage of the bus is quite low, likely due to Fresno State University and other colleges
in the Fresno area conducting in-person classes at lower levels than before the COVID pandemic
at the time this survey was undertaken. For example, in Spring 2022 (the semester during which
the survey was conducted), classes at Fresno State were taught in a variety of modalities, including
fully online, virtual, hyflex?, hybrid®, and face-to-face.

e Among the remaining respondents, 13 percent are unemployed, 9 percent are retired, and 13 percent
are disabled and unable to work. Nine percent of the respondents are active-duty military or a
veteran.

e The major residential zip codes of the respondents are as follows: 93706, 93702, and 93726 (10
percent each), as they were in the prior surveys.

e One-half of respondents (50 percent) are male.

e English is the primary language spoken in the home for nearly 9 in 10 (88 percent) of respondents.

Customer Travel Characteristics

e The dominant typical trip purposes of FAX customers are work/business (32 percent) followed by
errands/personal (20 percent), and shopping (16 percent). Similar patterns are found in previous
survey results.

e Just under three-fifths (59 percent) of FAX customers made 5 or more trips per week. This
represents a decline in riding frequency from the survey results in 2018, 2014 and 2011, when 61
percent, 66 percent, and 75 respectively, made 5 or more trips per week.

e FAX has both long-term bus riders as well as relatively new riders. Two fifths (40 percent) have
ridden FAX for 10 years or more; on the other hand, 34 percent have ridden the system for less
than 3 years. The mean length of time customers have ridden FAX is 10.2 years, which is longer
than in past years (7.5 years in 2018 and 7.9 years in 2014).

e Seven in ten (70 percent) of FAX customers do not have access to a car or other vehicle. This
represents a decline among FAX customers who do not have access to a vehicle. In 2018, 77 percent
did not have access to a vehicle.

e Among the 30 percent who do have access to a vehicle, over one-fourth (27 percent) use FAX
instead of their vehicle because they wish to save gasoline, noting that the bus is less expensive
than using their vehicle. Similar results are found in previous survey periods. The 2022 survey did,
however, show that environmental concerns are growing as a reason to take the bus (increasing
from 1 percent in 2018 to 9 percent in 2022).

e Four fifths of bus customers (80 percent) are willing to use an electronic fare payment system if
such a system becomes available. This finding is consistent with the results in 2018.

Customer Satisfaction with FAX Bus Service

e Customers express substantial overall satisfaction with the FAX bus system. Four fifths (80
percent) are either very satisfied (44 percent) or satisfied (36 percent). Another 15 percent are
slightly satisfied. On a scale of 1 to 6, where 1 = very satisfied and 6 = very dissatisfied, the mean

2 A Hybrid-Flexible or HyFlex course is a student-centered model of class delivery that can integrate in-class
instruction, online synchronous video sessions, or asynchronous content delivery.
3 Hybrid courses (also known as blended courses) replace a portion of traditional face-to-face instruction with web-
based online learning (e.g., video lectures, online discussions, or activities).
4
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satisfaction rating is 1.9. This is identical to the mean rating in 2018. However, this high overall
satisfaction rating represents a notable increase in satisfaction from the 2014 survey period where
the mean rating was 2.3. The 2022 satisfaction rating also exceeds the ratings from 2011 where
the overall mean satisfaction rating was 2.1.

e The highest overall satisfaction with the FAX bus system is accorded to bus routes 22 (1.66), 20
(1.68), 34 (1.70), and 38 (1.71).

e Customers provide very high mean ratings for drivers’ characteristics including drivers’ driving
skills and drivers’ safety awareness (mean of 1.8 each), drivers’ helpfulness and drivers’ courtesy
(each with a mean of 1.9). These satisfaction means represent a highly consistent level of
satisfaction with the 2018 survey and a notable increase in satisfaction from the 2014 and 2011
surveys.

e Regarding time considerations, respondents are most satisfied with the hours of operation on
weekdays and on-time performance (each with a mean of 2.1) and express satisfaction with time to
complete their trip and frequency of buses (each with a mean of 2.2). Customers are much less
satisfied with the hours of operation on weekends (mean of 2.6). It is noteworthy that these five
categories of time characteristics show strong improvement in satisfaction levels over the 2011 and
2014 surveys periods. The results of the 2018 survey show similar patterns of satisfaction found in
the current survey.

e Regarding bus features that revolve around the proximity of bus stops and safety considerations,
customers are comfortably satisfied with accessibility for people with disabilities (mean of 1.8) and
safety precautions during COVID (mean of 1.9). Customers are also satisfied with closeness of bus
stops to home and closeness of bus stops to destination (each with a mean of 1.9), and safety on-
board buses (mean of 2.0). Again, the satisfaction levels in 2018 parallel those found in the current
survey, but these results depict distinct improvement in customer satisfaction over the 2014 survey
results.

e Customers report particularly good levels of satisfaction with value for price paid (mean of 1.7—
the highest rating accorded any of the bus characteristics in the survey), overall comfort of bus
riders (mean of 1.9), and the availability of route/schedule information (mean rating of 2.0).
Regarding cleanliness, customers are somewhat satisfied with the cleanliness inside the buses
(mean rating of 2.3) and with the cleanliness of bus stops/stations (mean rating of 2.5). The current
ratings are consistent with the 2018 results but represent a notable improvement from the 2011 and
2014 survey periods.

e Customers identify on-time performance as the most important weighted bus feature (41 percent)
followed at some considerable distance by frequency of buses (17 percent). Customers accord the
next level of weighted importance to time to complete a trip (9 percent). These same bus service
features were given similar levels of weighted importance in the 2014 and 2018 surveys.

e Based upon a satisfaction/importance quadrant analysis, the following bus features are the core
characteristics that lead to the overall rating of the FAX bus service as very satisfactory: drivers’
courtesy, drivers’ helpfulness, and safety precautions relative to Covid. Potential characteristics for
improvement include on-time performance, frequency of buses, time to complete a trip, safety on
board buses, safety at bus stops, cleanliness inside buses, and hours of operation on weekends.

e The “report card” that was developed for prior surveys shows that FAX has been a consistent
success with high customer satisfaction. The grades, themselves, remain as they were in 2018;
however, improvement within each grade level is found for almost all characteristics. The level of
satisfaction has markedly improved between 2014 and 2011.

Customer Preferences for Receiving FAX Communications

e The preference for electronic communication systems such as the use of rider alerts, the FAX
website, and MyFAXBus app has increased substantially in 2022 (55 percent). In 2018, 39 percent
preferred such communication technology and in 2014 and 2011, the percentages were 25 percent

2022 Customer Bus Satisfaction Survey Report Rea & Parker Research
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and 6 percent, respectively. The preference for social media as a technology for communication
doubled since the 2018 survey.

e Nearly 7 in 10 (69 percent) FAX customers use mobile apps to help plan their bus trips. Among
those who use mobile apps for bus trip planning, Google Transit (50 percent) and MyFAX Bus (49
percent) are by far the most widely-used apps.

Conclusion

e There is compelling evidence that FAX customers demonstrate a very high level of satisfaction
with the services provided on the bus system. The level of satisfaction for all features of bus service
has improved significantly since the previous two survey periods.

2022 Customer Bus Satisfaction Survey Report Rea & Parker Research
City of Fresno—Fresno Area Express (FAX) April 2022
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Introduction and Methodology

Fresno Area Express (FAX) is governed by the City of Fresno and is the largest public transportation
provider in the Central San Joaquin Valley region, with 42 million annual riders. FAX service consists of
over 100 buses, approximately 1,500 bus stops, and 18 fixed routes in the City of Fresno including three
major hubs: Downtown Transit Mall; Manchester Transit Center along Blackstone Avenue north of Shields;
and a transfer point at River Park Shopping Center in north Fresno.

FAX has elected to contract a statistically reliable customer opinion and satisfaction on-board survey of its
customer base. The purpose of the survey is threefold — first, to provide current information and opinions
concerning customer satisfaction about the bus system, second to compare the results of this 2022 study
with the results of prior satisfaction surveys (in particular, the 2018, 2014, and 2011 customer satisfaction
studies), and third, to indicate any effects that the COVID pandemic may have had on travel behavior and
bus satisfaction . Rea & Parker Research was selected to conduct the 2022 study, as it was for the 2018

and 2014 studies as well.

Rea & Parker Research conducted an on-board survey of the Fresno Area Express (FAX) bus system. This
on-board survey was supplemented by two other surveys (bus stop intercept conducted by the FAX project
team and an online survey using FAX’s Survey Monkey account). These surveys were designed to ascertain

the following information:

e Identification of bus riders’ regular bus routes
e Level of satisfaction with various features of the bus system
e Overall level of satisfaction with the FAX bus system
e Level of importance accorded to various features of the FAX bus system
e Travel characteristics of FAX customers including:
0 Purpose of typical FAX bus trips
Length of time customers have ridden FAX
Number of weekly trips by FAX customers

Potential Use of Electronic Fare Payment System

© O O o©

Access to a vehicle and reason for using FAX instead of a vehicle that may be available
o0 Experience with FAX during COVID

e Preferences in how customers prefer that FAX communicate information to them

e Use of mobile apps to plan bus trips

e Importance of having Wi-Fi on the bus

2022 Customer Bus Satisfaction Survey Report Rea & Parker Research
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e Demographic characteristics of the respondents

The final survey questionnaire form (in both English and Spanish) is provided in the Appendix to this
report. Spanish versions of the survey were also distributed to potential respondents as needed and as
requested.

Rea & Parker Research recruited five local surveyors/interviewers for this project and Rea & Parker
Research trained these interviewers regarding the procedures necessary to conduct this on-board bus survey.
Rea & Parker Research also hired a supervisor for this project to coordinate the survey effort on a daily
basis and to provide continuous updates to Rea & Parker Research. The training of interviewers took place
on February 3, 2022, by way of video conference using the Zoom platform. Follow-up trainings were
conducted in person by the field supervisor. The on-board survey process began on February 8, 2022 and
was concluded on March 7, 2022. Buses were surveyed between 7am and 6pm in direct proportion to their
estimated ridership volume. Surveys were conducted on all seven days of the week. Respondents could
complete the survey on-board, return it to Rea & Parker Research by prepaid postage business reply mail

or turn it in at the Manchester Transit Station.

The FAX Project Team conducted an intercept bus stop survey that served to supplement the overall survey
data file. Rea & Parker Research provided instructions and guidance to the FAX team to ensure that these
completed surveys would be compatible with the returned surveys obtained through the on-board survey
process. These intercepts were conducted for 2-to-3 hours on seven dates (one Tuesday, three Wednesdays,
and three Thursdays) between February 2, 2022 and February 17, 2022 between 10am and 5pm at the
Manchester Transit Center, Downtown A, B, and L Shelters, Kings Canyon and Peach Avenue Bus Rapid
Transit (BRT) Station, Shaw and Cedar by Fresno State University, and Blackstone and Weldon BRT
Station by Fresno City College. Respondents were able to return the completed survey in exactly the same
manner as the on-board respondents. Online surveys were advertised on-board buses and were open for

respondents between January 25, 2022 and March 7, 2022.

At the completion of the project, five respondents who completed the entire survey at the bus stops or on-
board were randomly selected to receive $100 each as a reward for their much-appreciated participation.
The total number of completed survey forms returned from all three surveys (on-board, bus stop intercept,
and online) was 876. This yields a margin of error of +/-3.3% at the 95 percent level of confidence. In this
current 2022 survey, 95 percent of returned surveys were completed in English and 5 percent were
completed in Spanish. In 2014 and 2018, 97 percent were completed in English. Bilingual surveyors and

FAX staff participated in this effort, and all COVID protocols were followed.
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Survey Sample Route Characteristics

Table 1 shows all returned surveys according to the bus route indicated by the respondent as that route
about which they were responding. For the on-board surveys, the route indicated was the route that they
were riding when they received the survey. For online respondents, the route indicated was that which they
used most often, and for bus stop respondents, the route was the one they had just departed or the one for
which they were waiting. Two high-volume bus routes comprise over two-fifths (41 percent) of returned
surveys (Route 1 = 31 percent and Route 38 = 10 percent).

Table 1

Returned Surveys by Bus Route
(On-Board, Boarding or Alighting at Bus Stops, and Online)

Returned Surveys
Bus Route " %
Route 1 268 31
Route 38 92 10
Route 9 78 9
Route 34 69 8
Route 28 59 7
Route 41 57 6
Route 32 52 6
Route 26 44 5
Route 22 36 4
Route 35 26 3
Route 20 23 3
Route 39 19 2
Route 3 15 2
Route 12 15 2
Route 33 13 1
Route 45 9 1
Route 58 i
Total 876 100%

Other characteristics of returned surveys are depicted in Tables 2 and 3. Table 2 shows the returned
surveys according to the day of the week the surveys were distributed (or in the case of online respondents,
the day they travel most often). Each weekday is well-represented with a total of 83 percent of surveys
being weekday respondents and just under 1 in 5 (17 percent) weekends. In 2018, 12 percent of returned
surveys were distributed on weekends while in 2011, 17 percent (same as current survey) were distributed
on weekends. Table 3 indicates the time of day returned surveys were distributed (or, once again, in the
case of online respondents, the time that they travel most often). Nearly seven in ten (69 percent) of returned
surveys were from mid-to-late mornings and early afternoons between 9:00 am and 3:00 pm. Similarly, in

2018, 68 percent of returned surveys were distributed during this same period.
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Table 2
Day of Week of Distribution of Returned Surveys

Returned Surveys

Day of Week 4 %
Monday 133 15
Tuesday 94 11
Wednesday 181 21
Thursday 205 23
Friday 117 13
Saturday 70 8
Sunday 76 9

Total 876 100%

Table 3
Time of Day Returned Surveys Were Distributed

. Returned Surveys
Time of Day 4 %
Early Morning (6 am — 8:59 am) 102 12
Late Morning (9 am - 11:59 am) 241 28
Early Afternoon (12 pm — 2:59 pm) 364 41
Late Afternoon (3:00 pm — 6:00 pm) 169 19
Total 876 100%

Components of the Survey Report

This survey report is divided into four components as follows:

Demographic Statistics/Respondent Characteristics

Customer Travel Characteristics

Customer Satisfaction with FAX Bus Service (including most important features)
Availability of Information and Communication

Charts and tables have been prepared for each of these major components depicting the basic survey results.
Subgroup analyses for different age groups, various levels of education, gender, different income

categories, ethnicity of residents, categories of work status, and primary language spoken in the home will
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be presented in succinct bulleted format when statistical significance and relevance warrants such treatment.
Further, the results of this survey will be compared with the results of the 2018, 2014, and 2011 bus
satisfaction surveys, again when warranted, where such analysis is feasible and when questions are
comparable. Frequencies for all survey questions, lists of open-ended responses, and the survey instrument
itself are contained in the Appendix.

Survey Findings
Demographic Statistics/Respondent Characteristics

Table 4 presents selected demographic characteristics of the survey respondents. One half of respondents
(50 percent) are male, and English is the primary language spoken in the home for nearly 9 in 10 (88
percent) of respondents. The mean household size is 3.0 persons with nearly one half (49 percent) reporting
either a 1-person household (27 percent) or a two-person household (22 percent). This is a notably smaller
household size than in 2018 (3.5 persons per household). Respondents are primarily Hispanic/Latino (43
percent), White (27 percent), and Black/African American (15 percent), with White riders showing a

marked increase from 2018 and Black/African American riders declining.

Just over two-fifths of respondents (41 percent) earn an annual household income of less than $10,000 and
another 22 percent earn between $10,000 and $19,999 on an annual basis. The median respondent annual
household income is $13,800, which represents a considerable increase over 2018 ($9,300), including 9

percent earning $75,000 or more per year in contrast to only 2 percent in 2018.

Approximately one-third of respondents (32 percent) are between 18 and 34 years of age with another 36
percent between the ages of 35 and 54. The median age of 41.3 years of age is a quantum leap over 2018,
2014 and 2011 (all approximately 33 years of age). This age increase is likely tied to a substantial decline

in school-age riders during the COVID pandemic and is not necessarily reflective of a long-term effect.

Over three-fifths (62 percent) have a high school education or less while 26 percent have a college degree
or more education, again a substantial difference from 2018, 2014, and 2011, where college graduates were

only 15 percent-to-17 percent of the ridership.

Almost one-half (48 percent) of these respondents are either employed full-time (25 percent), employed
part-time (14 percent), self-employed (6 percent) or homemakers (3 percent). An additional 17 percent are
students (7 percent employed and 10 percent unemployed). As mentioned above student usage of the bus

is quite low, likely due to Fresno State University and other colleges in the Fresno area conducting in-
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person classes at lower levels than before the COVID pandemic at the time this survey was undertaken. For
example, in Spring 2022 (the semester during which the survey was conducted), classes at Fresno State

were taught in a variety of modalities, including fully online, virtual, hyflex®, hybrid®, and face-to-face.

Among the remaining respondents, 13 percent are unemployed, 9 percent are retired, and 13 percent are
disabled and unable to work. Nine percent of the respondents are active-duty military or a veteran. The
major residential zip codes of the respondents are as follows: 93706, 93702, and 93726 (10 percent each),

as they were in the prior surveys.

Table 4
Fresno Area Express (FAX) Customer Demographics

Characteristic 2022 2018 2014 2011
Work Status

Employed Full-Time 25% 20% 17% 27%
Employed Part-Time 14% 17% 19% 14%
Self-Employed 6% 5% 4% 2%
Student and Employed 7% 8% 6% 289% 2
Student and Not Employed 10% 16% 15%
Homemaker 3% 3% 5% 4%
Retired 9% 6% 7% 7%
Unemployed 13% 14% 16% 16%
Disabled and Unable to Work 13% 11% 11% 2%

| a 2011 made no distinction between employed and not employed students

Age
Under 18 6% 8% 7% 11%
18-to-34 32% 48% 48% 45%
35-to-54 36% 27% 26% 28%
55-to-74 23% 16% 17% 14%
75 and Older 3% 1% 2% 2%
Median Age 41.3 33.1 33.2 32.7
Education
Less than 8" Grade 6% 4% 5% 2%
Some High School 13% 17% 16% 19%
High School Graduate 43% 50% 48% 49%
Vocational/Technical School 12% 12% 15% 15%
College Graduate 26% 17% 16% 15%

*2022: 4.5% post-graduate degrees included in college graduate category

4 A Hybrid-Flexible or HyFlex course is a student-centered model of class delivery that can integrate in-class

instruction, online synchronous video sessions, or asynchronous content delivery.
4 Hybrid courses (also known as blended courses) replace a portion of traditional face-to-face instruction with web-
based online learning (e.g., video lectures, online discussions, or activities).
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Characteristic 2022 2018 2014 2011
Ethnicity

Hispanic/Latino 43% 47% 46% 38%
White 27% 18% 25% 26%
Black/African American 15% 22% 18% 28%
Asian 3%° 3%" 6%° 4%
American Indian/Alaska Native 2% 3% 2% 2%
Pacific Islander S r— d 1% 1%
Middle Eastern e d — 15
Mixed and Other Ethnicities 10%*¢ 7% 2%

Filipino, and 3% as Cambodian.

dLess than 0.5%

White, and 1% Black and White

aln 2022, 0.6% identified themselves as Hmong, 0.3% as Asian Indian, 0.3% as Laotian, 0.2% as Cambodian, 0.2% as

Vietnamese, and 0.1% as Chinese, Indonesian, or Malaysian. *In 2018, 0.6% identified themselves as Hmong, 0.3% as

¢In 2014, more than one-half (3% of the Asian/SE Asian respondents) indicated that they were Hmong and another 1%
were Filipino. In 2011, 1% were Filipino and 1.5% identified themselves as Hmong.

¢3% are mixed Hispanic and White, 2% Hispanic and Black, 2% Hispanic and Asian, 2% American Indian with Black or

Annual Household Income f
Less than $10,000 41% 54% 57% 33%
$10,000-$19,999 22% 22% 25% 38%
$20,000-$29,999 10% 11% 9% 17%
$30,000-$39,999 8% 5% 5% 9%
$40,000-$49,999 5% 4% 2% 2%
$50,000 -$74,999 5% 2% 2% 1%
$75,000 - $99,999 4% 2% | | -
$100,000 and more LT 72 e | ———
Median Household Income $13,800 $9,300 $8,700 $14,500

fThese incomes from year-to-year are not directly comparable. In 2011, 33% refused to provide their income. In 2014
14% refused. In 2018 only 9% refused, and in 2022,13% refused. In 2014, Highest income category provided in 2014 and
2011 surveys was $50,000 and above. In 2018, there were additional categories for $50,000-$74,999, $75,000-$99,999

and $100,000 or more. 2018 combined categories over $75,000.

Gender
Male 50% 48% 41% 49%
Female 49% 52% 59% 51%
Other & I e e R D

€ Other is a new category in 2022

Primary Language in Home"
English 88% 91% 89% | -
Spanish or Spanish Creole 11% 8% 8% | -
Various Asian Languages 1% 1% 2% | e

h Despite this preponderance of English as the primary language spoken at home, 21% indicated that they consider
themselves to be limited in their use of English, and another 5% do not know whether they are limited or not.

Active-Duty Military or Veteran'

Yes 9% | e | mmememee [ ememeeee
No 91% |  mememeem | emememem | eeeeeeee
'New question in 2022
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Table 4 -- continued

Fresno Area Express (FAX) Customer Demographics

Characteristic 2022 2018 2014 2011
Residential Zip Code

93702 10% 10% 11% | —-meeeee-
93726 10% 10% 12% | eemeeeee-
93727 8% 10% 7% | -
93705 8% 6% -] 7S I—
93703 7% 6% 6% | e
93722 6% 7% 8% | -
93704 5% 5% 3% | ememmeee-
93728 5% 5% 4% | e
93710 4% 6% 6% | e
93701 4% 5% 3% | ememmee-
93711 3% 2% 2% | -
93725 3% 3% 4% | e

Household Size

1 person 27% b 7S e S —
2 persons 22% 18% | e | e
3 persons 18% 16% | e | e
4 persons 13% 15% |  eeeeemeem | e
5 persons 8% .17 [ I —
6 persons 6% Y 473 R [ —
7-8 persons 4% (] 7 I [ —
9 or more persons 2% 175 [ (e ——

Mean Household Size 3.0 persons | 3.5 persons

Customer Travel Information
Trip Characteristics

Chart 1 shows the purpose of the customers’ typical FAX bus trip. In the current 2022 survey, the typical
trip purposes of bus customers are work/business (32 percent), followed by errands/personal (20 percent),
and shopping (16 percent). In 2018 and 2014, the patterns are similar in that work/business is the dominant
trip purpose (2018 = 26 percent and in 2014 = 31 percent). Similarities also exist in that errands/personal
is also a popular trip purpose in both 2018 and 2014 (2018 = 17 percent and 2014 = 14 percent). While
college was a frequent bus trip in 2018 (19 percent) and in 2014 (23 percent), this trip purpose was fourth
in the ranking of trip purposes in the current 2022 survey (12 percent). This lower ranking is very likely the
result of Fresno State University and other colleges in the Fresno area conducting in-person classes at lower
levels than before the COVID pandemic at the time this survey was undertaken. For example, in Spring
2022 (the semester during which the survey was conducted), classes at Fresno State were taught in a variety

of modalities, including fully online, virtual, hyflex, hybrid, and face-to-face. Among the remaining
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respondents, 13 percent are unemployed, 9 percent are retired, and 13 percent are disabled and unable to
work. Nine percent of the respondents are active-duty military or a veteran.

The following subgroups are more likely to identify personal errands as a typical trip purpose:

e Vocational school students (24.0 percent), high school graduates (21.7 percent), and college
graduates (21.0 percent) versus those with some high school education (12.4 percent).

e Respondents who have incomes in the $30,000 - $39,999 range (34.0 percent) use the bus for
personal errands more than other income levels.
The following subgroup is more likely to identify shopping as a typical trip purpose:
e Females (19.0 percent) as opposed to males (13.5 percent).

The following subgroup is more likely to identify high school, middle school, or elementary school as a
typical trip purpose:

e Females (11.3 percent) versus males (6.5 percent).

The following subgroup is more likely to identify college as a typical trip purpose:

e Respondents who make 8 or fewer trips per week (14.1 percent) as opposed to those who make 9
or more trips per week (7.7 percent).

Chart 2 shows that just over two-fifths (41 percent) of FAX customers made fewer than 5 trips per week.
This represents a decline in riding frequency from the 2018, 2014, and 2011 survey results when 39 percent,
34 percent and 25 percent respectively made fewer than 5 trips per week. Also, 15 percent of FAX
customers made 13 or more trips per week in 2022 while approximately one-fourth of customers in 2011
made this relatively high number of trips per week. The median number of trips per week in 2022 is 6 trips
and this is similar to the median number of trips in 2018 (5 trips) and in 2014 (6 trips). However, these
three survey periods represent a decidedly lower median number of trips per week than the number recorded
in 2011 (8 trips).

The following subgroups tend to make a higher number of trips per week:

e Customer of mixed ethnicities (mean of 11.37 trips) versus Hispanics (mean of 7.85 trips).

¢ Disabled individuals (mean of 10.32 trips) as opposed to those who are self-employed (mean of 5.4
trips).

e Customers who have less than an eighth-grade education (mean of 10.94 trips) versus college
graduates (mean of 6.41 trips).
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Chart 1

Purpose of Typical Bus Trip

m2022 m2018 [@2014
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Chart 2
Number of Weekly Trips by FAX Customers

45% 2022 W2018 @2014 m2011
41%
40% 39% 2022: Mean = 8.1 trips; Median = 6 trips
2018: Mean = 7.5 trips; Median = 5 trips

34% 2014: Mean = 7.9 trips; Median = 6 trips

35% 2011: Median = 8 trips
30%
30% 28% 27%
25% 25%
° 0 0
259% 239, 24% 24%
19% 19%
20%
15%

15%
10%
5%

0%
FEWER THAN 5 TRIPS 5-8 TRIPS PER WEEK 9-12 TRIPS PER WEEK 13 OR MORE TRIPS PER
PER WEEK WEEK

It is indicated in Chart 3 that FAX has both long-term bus riders as well as relatively new riders. For
example, two-fifths (40 percent) have ridden FAX for 10 years or more; on the other hand, 34 percent have
ridden the system for less than 3 years. The mean length of time customers have been riding FAX is 10.2
years, which is longer than in past years (7.5 years in 2018 and 7.9 years in 2014). In the current year 2022,
79 percent of bus customers have been riding FAX for one year or more. This percentage is slightly lower
than in the 2018 and 2014 survey periods. (In 2018, 83 percent of bus customers have been riding FAX for
one year or more and in 2014, 87 percent had been riding FAX for one year or more). The current year is

more consistent with the results in 2011 where 78 percent of customers rode the system for one year or

more.
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Only comparable data available for
Chart 3 2011 show tenure of 1 year or more

- N in 2011 at 78% vs. 79% in 2022,
Length of Time Riding FAX

2022 Mean =10.2 years: Median =5 years
2018 Mean = 7.5 years: Median =5 years

25%
2014 Mean = 7.9 years: Median = 6 years
A m2022 ®2018 m2014 22%
(1]
20% 20%
20% 19% 19%
18% 18%
17%
15% 15%15% 15%15%
15% 14%
13% 13%
11%
10%

5%

0%
LESS THAN ONE ONE-TO-LESS THREE-TO-LESS FIVE-TO-LESS TEN-TO-LESS TWENTY OR
YEAR THAN 3 YEARS THAN S5 YEARS THAN 10 YEARS THAN 20 YEARS MORE YEARS

The following subgroups tend to have a longer tenure using the FAX bus system.

e Customers with vocational school training (mean of 13.81 years) versus high school graduates
(mean of 9.91 years) and college graduates (mean of 8.81 years).

e Disabled individuals (mean of 10.32 years) and retired customers (mean of 9.93 years) versus
homemakers (mean of 7.08 years), full-time employees (mean of 7.65 years), students who are not
employed (mean of 7.70 years), students who are employed (mean of 7.89 years), and those who
are self-employed (mean of 7.89 years).

Access to Vehicle
Chart 4 indicates that in the current survey 70 percent do not have access to a car or other vehicle. This is
a notable decline among FAX customers who do not have access to a car. In 2018 and in 2011, 77 percent

of customers did not have access to a vehicle. In 2014, 79 percent of customers had no access to a vehicle.
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Chart 4
Access to Car or Other Vehicle?

E2022 ®2018 @2014 m2011

80% 77% 9% 771%

70%
70%

60%
50%

40% 30%

30% 2% a1y 2%

20%
10%

0%
YES NO

The following subgroups tend to have access to a car or other vehicle:

e Customers whose dominant language is English (31.4 percent) versus those whose dominant
language is Spanish (12.2 percent).

e Respondents who do not have limited English proficiency (32.8 percent) as opposed to those who
do have limited English proficiency (21.5 percent).

e Whites (32.9 percent) and Asians (35.5 percent) versus Hispanics (26.3 percent) and African
Americans (23.2 percent).

e College graduates and more education (45.0 percent) versus High School graduates and less
education (22.8 percent).

e Customers who make eight or fewer trips per week (35.4 percent) versus those who make 9 or more
trips per week (19.5 percent).

Among the 30 percent who do have access to a vehicle, well over one fourth (27 percent) use FAX instead
of their vehicle because they wish to save gasoline, noting that the bus is less expensive than using their
vehicle. Another 18 percent indicate that their shared vehicle is not always available, and 13 percent stated
that the bus is easier and more relaxing. Similar results are found in previous survey periods. For example,
in 2018, 35 percent reported that they do not use their vehicle because the bus is less expensive to use than
their car. Another 15 percent indicated that their shared vehicle is not always available, and 12 percent
reported that their ride is not always available. In 2014, 29 percent indicated that the bus is less expensive
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to use, another 21 percent indicated that their shared vehicle is not always available, and 14 percent were
unsure of the availability of their ride. Customers in 2011 expressed similar reasons for riding the bus
instead of using their vehicle: save gas/bus cheaper (32 percent) and their vehicle is shared and not readily
available (20 percent) (Chart 5). The 2022 survey did show that environmental concerns are growing as a
reason to take the bus (increasing from 1 percent in 2018 to 9 percent in 2022)

Chart 5
Reasons for Riding FAX
(among 30% who have vehicle available)

[l Save gasoline--Bus is less expensive than vehicle B Shared vehicle not available

[0 Bus is easier/more relaxing B Good for environment
H Ride not available [ Car being repaired/not reliable
B Walk/Exercise/Take Bicycle H Cannot drive/No license
Primary reasons cited in 2011 report:
40% Save gas/Bus cheaper = 32%
0 Car is being repaired = 25%
A 35% Share vehicle = 20%
35% Cannot drive = 11%
30% 29%
(]
27%
25%
21%
20% 18%
15%
[v) o 0,
) 11% " 10% 10% 11%
10% g
7% 7"67 7%
© 0
4% o
5% 3%3%3% 090 o
1% 1% 29%2% 2%
0%
2022 2018 2014

Fare Payment

Four fifths (80 percent) of bus customers are willing to use an electronic fare payment system if such a
system becomes available (Chart 6). This result is consistent with the 2018 survey result where 78 percent

of customers were willing to use an electronic fare system to pay their fare.
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The following two subgroups are more willing to use an electronic fare payment system if one were
available.

e Younger customers (18-54 years of age -- 84.1 percent) versus older customers (55 and over -- 69.2
percent).
e Females (83.7 percent) as opposed to males (76.1 percent).

Chart 6

y Use Electronic Fare Payment System, if Available?
80; 80% S8 m2022  W2018
70%
60%
50%
40%
30% 20% 2
20%
10%
0%

YES NO

Customer Satisfaction with FAX Bus Service

Overall Satisfaction
Chart 7 reports that customers express substantial overall satisfaction with the FAX bus system. Four fifths
(80 percent) are either very satisfied (44 percent) or satisfied (36 percent). This represents a notable increase
in satisfaction from the 2014 survey period where two thirds (66 percent) of customers reported that they
were either very satisfied or satisfied with the FAX bus system. This finding of higher levels of satisfaction
with the FAX bus system is further demonstrated by the mean satisfaction ratings. On a scale of 1 to 6,
where 1 = very satisfied and 6 = very dissatisfied, the overall mean bus satisfaction rating is 1.9. This mean
rating is identical to the mean satisfaction rating in the 2018 survey. Most noteworthy, however, is that the
2022 and 2018 mean rating of 1.9 is higher than the mean satisfaction ratings in 2014 (2.3) and 2011 (2.1).
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Chart 7

Satisfaction with Overall Service
Scale = 1-t0-6 (1 = Very Satisfied)

50% W2022 m2018 @m2014 m2011
45% 44% 44% 2022: Percentage Very Satisfied or Satisfied = 80%
42% Mean Satisfaction= 1.9
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The following subgroup tends to be even more satisfied overall with the FAX bus system than are other
groups:

e Employed students (mean of 1.56), unemployed individuals (mean of 1.73), and part time workers

(mean of 1.74) versus full time workers (mean of 2.14).

Chart 8 indicates the respondents’ overall satisfaction with the FAX bus system according to bus route.
Satisfaction ratings range from 1.66 to 2.40. Route 33 has a low mean rating of 2.56 but this is derived
from only 9 responses and, therefore, this rating has questionable reliability. The highest levels of
satisfaction are accorded to bus routes 22 (1.66), 20 (1.68), 34 (1.70), and 38 (1.71). Route 45, which has
undergone recent route and schedule modifications, has an even higher mean satisfaction rating of 1.44 but
this is also derived from only 9 responses and, therefore, this rating, too, has a degree of questionable
reliability. Route 1, the most heavily traveled route in the FAX system, experienced a small decline from
1.80 to 1.87 between 2018 and 2022. In 2018, satisfaction ratings ranged from 1.79 to 2.17 — a narrower

range than in 2022.
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Chart 8
Overall Satisfaction by Bus Route

. 2018 1= Very Satisfied---6 = Very Dissatified
Overall Means: 2022 = 1.88---2018 = 1.89
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12 2.00
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20 1.80
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a2 1.94
26 1.89
1.94
1.87
) i
32 1.87
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2.17
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39 2.27 (Route 39 was combined with Route 26 in 2018)
2.19
41 1.79
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58 2.00 (Only 1 response on Route 58 in both 2022 and 2018)

Satisfaction with Individual Features of FAX Service

Chart 9 shows the level of customer satisfaction regarding bus features that are associated with the drivers’
characteristics. Customers are particularly satisfied with the drivers’ driving skills and drivers’ safety
awareness (mean of 1.8 each). Satisfaction in these areas is closely followed by drivers’ helpfulness and
drivers’ courtesy (each with a mean of 1.9). These satisfaction means among the four driver characteristics
represent a highly consistent level of satisfaction with the 2018 survey. However, the levels of satisfaction
reported in 2022 and 2018 are notably higher than the satisfaction levels found in 2014 and 2011. In 2014,
the means ranged from 2.1 to 2.4) and in 2011, the means ranged from 2.1 to 2.3). Further highlighting this
marked increase in satisfaction with drivers, the percentage of respondents who are very satisfied in 2022
increased by between 15 percent (drivers’ driving skills and drivers’ safety awareness) and 18 percent

(drivers’ courtesy) from the responses in 2014.
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The following subgroup tends to be more satisfied with bus drivers’ skills:

e Customers who are active-duty U.S military or a U.S. Veteran (mean of 1.54) as opposed to those
without such military service (mean of 1.80).

Chart 10 depicts the level of customer satisfaction regarding bus features most related to time
considerations. Among these bus trip characteristics, respondents are most satisfied with the hours of
operation on weekdays and on-time performance (each with a mean of 2.1) and they also express
satisfaction with frequency of buses and time to complete a trip (each with a mean of 2.2). Customers are
less satisfied with the hours of operation on weekends (mean of 2.6). The data reveal similar patterns of
satisfaction in the 2018 survey. It is noteworthy that these five categories of time characteristics show strong
improvement in the level of customer satisfaction over the 2014 and 2011 survey periods. In 2014, the
means for these characteristics ranged from 2.7 to 3.3 and in 2011, the range of means was 2.7 to 4.0. From
2014 to 2022, improvements in the percentage of respondents who are very satisfied with these time
characteristics range from an 11 percent improvement for weekend hours of operation to 17 percent

improvement for frequency of buses.

The following subgroup tends to be more satisfied with the hours of operation on weekdays:

e Customers who are disabled and unable to work (mean of 1.70) as opposed to those who are
employed full time (mean of 2.29).

The following four subgroups are more likely to be satisfied with the frequency of buses:

o Workers who are employed part time (mean of 2.00) versus those who are employed full time
(mean of 2.51).

e Respondents with incomes of under $20,000 (mean of 2.13) versus respondents with incomes of
$30,000 - $39,999 (mean of 2.84).

e Customers with limited English proficiency (mean of 1.97) versus those who are proficient in
English (mean of 2.36).

e Blacks/African Americans (mean of 1.86) as opposed to Whites (mean of 2.32) and Hispanics
(mean of 2.33).

The following subgroup tends to be more satisfied with the time it takes to complete their bus trip:

e Customers whose annual income is between $10,000 and $19,999 (mean of 2.19) versus those who
earn $100,000 or more (mean of 2.78).

The following two subgroups tend to be more satisfied with the hours of operation on weekends:

e Customers with limited English proficiency (mean of 2.36) versus those who are proficient in
English (mean of 2.75).

e Customers who live in 3-person households (mean of 2.49), 4-person households (mean of 2.43),
and 5-person households (mean of 2.47) as opposed to those who live in 2-person households (mean

of 6.0).
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Chart 10

Mean Satisfaction Ratings--Time Characteristics
(Scale: 1 = Very Satisfied: 6 = Very Dissatisfied)
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The level of customer satisfaction with bus features that revolve around the proximity of bus stops and
safety considerations is presented in Chart 11. Customers are comfortably satisfied with accessibility for
people with disabilities (mean of 1.8) and safety precautions during Covid (mean of 1.9). Customers are
also satisfied with the following features: closeness of bus stops to home and closeness of bus stops to
destination (each with a mean of 1.9), and safety on-board buses (mean of 2.0). Customers express a similar
level of satisfaction with safety at bus stops/stations (mean of 2.2). While it is evident that the 2022 levels
of satisfaction are consistent with the 2018 ratings, it is clear that these characteristics regarding safety and
proximity of bus stops depict distinct improvements in customer satisfaction over the 2014 survey results
where means ranged from 2.2 to 2.5. From 2014 to 2022, improvements to the percentage of respondents
who are very satisfied with these safety and proximity characteristics range from 10 percent improvement
in closeness of bus stops to home and closeness of bus stops to destination to 12 percent improvement for

safety on board buses.

The following subgroup tends to be more satisfied with accessibility for people with disabilities:

e Females (mean of 1.77) versus males (mean of 1.92).

The following subgroup tends to be more satisfied with closeness of bus stops to home:

e Customers who earn an annual income of less than $40,000 (mean of 1.86) versus those who earn
between $75,000 and $99,000 (mean of 2.91).

The following subgroup tends to be more satisfied with the closeness of bus stops to their destination:

e Males (1.85) as opposed to females (mean of 2.01).

The following subgroups tend to be more satisfied with personal safety at bus stops and stations:

e Customers who earn an annual income of less than $10,000 (mean of 2.04) versus those who earn
$100.000 or more (mean of 2.77).

e Workers who are self-employed (mean of 1.79) and those who are disabled (mean of 1.99) versus
those who are employed on a full-time basis (mean of 2.56) and homemakers (mean of 2.83).
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Chart 12 shows mean satisfaction ratings associated with comfort, cleanliness, information, and value.
Customers report high satisfaction with the quality of audio/visual announcements (mean of 1.9).
Regarding cleanliness, customers are somewhat satisfied with the cleanliness inside the buses (mean rating
of 2.3) and less so with the cleanliness of bus stops/stations (mean rating of 2.5). Customer ratings on
cleanliness of bus stops as well as cleanliness inside buses are consistent with the ratings of the 2018 survey.
It is noteworthy that these ratings associated with cleanliness have modestly improved since the 2014 and
2011 surveys. Additionally, customers report particularly good levels of satisfaction with value for price
paid (mean of 1.7—the highest among all bus characteristics in the survey), overall comfort of the bus ride
(mean of 1.9), and the availability of route/schedule information (mean rating of 2.0). The current ratings
for these three characteristics represent a distinct improvement in satisfaction from the 2014 survey where
mean ratings ranged from 2.4 to 2.5, and the 2011 survey where mean ratings ranged from 2.3 to 2.7. From
2014 to 2022, improvements to the percentage of respondents who are very satisfied with these comfort,
cleanliness, information, and value characteristics range from a 13 percent improvement for availability of

route/schedule info to 26 percent improvement for value for price paid.

The following subgroups tend to be more satisfied with the value they receive for the price paid:

e Customers who are retired (mean of 1.38) as opposed to those who work on a full-time basis (mean
of 1.87).
e Customers over the age of 55 (mean of 1.57) as opposed to those under 18 (mean of 2.07).
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Chart 12
Mean Satisfaction Ratings--

Comfort/Cleanliness/Information/Value
(scale: 1 = Very Satisfied: 6 = Very Dissatisfied)
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Most Important Bus Features

Respondents were asked to indicate the bus feature that they considered to be most important and the one
they considered to be second most important. Chart 13 presents the more important bus service features
and Chart 14 shows the second-most important bus service features. In each of these charts, the responses
were combined and weighted for the first and second choices.

With reference to Chart 13, customers identify on-time performance as the most important weighted
feature (41 percent) followed at some distance by frequency of buses (17 percent). Customers accord the
next level of importance to time to complete trip (9 percent). These same bus service features demonstrated

similar levels of weighted importance in the 2014 and 2018 surveys.

Chart 13
Most Important Bus Service Features*
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in importance. The total of percentages has been
weighted to account for these two responses.

The sum of percentages for Charts 13 and 14 exceeds
100% because both responses have been tallied.

In 2011, some of the same, but not all, 2018 and 2014
features were measured for importance.

Most important in 2011 were: Buses Running
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Safety On-Board the Bus (28%); Frequency of Buses
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Regarding Chart 14 (less important bus service features), the range of weighted percentages is very narrow
(from a high of 5 percent (availability of route/schedule info) to a low of 2 percent (quality of audio/visual
announcements). The importance associated with these features in 2018 and 2014 is similar to the 2022
ratings. There are two notable exceptions with lower importance in 2022: hour of operation — weekdays
(8 percent in 2014 and 2018 versus 4 percent in 2022) and drivers’ driving skills (8 percent in 2018 and 7
percent in 2014 versus 3 percent in 2022).

The following subgroups tend to identify driver helpfulness as the most important bus service feature:

e Males (5.9 percent) versus females (3.1 percent).

e Customers with limited English proficiency (8.1 percent) as opposed to those who have English
proficiency (3.3 percent).

e Customers whose dominant language is Spanish (11.3 percent) versus those whose dominant
language is English (3.6 percent).

The following subgroups tend to identify frequency of buses as the most important bus service feature:

e Customers who are proficient in English (10.3 percent) versus those who have limited English
proficiency (7.3 percent).

e Customers whose dominant language is Spanish (12.7 percent) versus those whose dominant
language is English (8.8 percent).

The following subgroups tend to identify personal safety at bus stops and stations as the most important
bus service feature:

e Customers with limited English proficiency (8.9 percent) as opposed to those who have English
proficiency (1.9 percent).

e Customers whose dominant language is Spanish (7.0 percent) versus those whose dominant
language is English (2.7 percent).

The following subgroups identify the following bus features as most important:

e Value provided for the price paid: males (3.6 percent) versus females (1.8 percent).

e Personal safety on board the bus: females (4.9 percent) as opposed to males (3.3 percent).

e On-time performance: Customers with limited English proficiency (33.1 percent) as opposed to
those who have English proficiency (29.3 percent).

e Closeness of bus stops to home: Customers whose dominant language is Spanish (11.1 percent)
versus those whose dominant language is English (1.4 percent).
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Chart 14
Second Most Important Bus Service Features*
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Chart 15 shows that FAX customers give a great deal of importance to the availability of Wi-Fi on buses.

Nearly three-fifths (56 percent) either feel that Wi-Fi on buses is very important (41 percent) or important

(15 percent). Another 17 percent feel that Wi-Fi on buses is slightly important.

45%

40%

35%

30%

25%

20%

15%

10%

5%

0%

Chart 15
Importance of WiFi on Buses
Very Important, 41%
Slightly Important,
17%
Important, 15% Unimportant, 10%
Slightly Very Unimportant,
Unimportant, 7% 10%

Quadrant Analysis: Levels of agreement can be mapped on a chart with importance such that satisfaction

is graphically measured against how important an issue is in four cells as follows:

The upper-right quadrant represents features that display both high satisfaction and high
importance—above the median ratings for importance and satisfaction for all characteristics.
Characteristics in this quadrant are ones with high levels of satisfaction and high levels of
importance. These characteristics, therefore, are the core characteristics that make the FAX system
a highly valued service.

The lower-right quadrant represents features that display high satisfaction but have lower
importance relative to the median. These characteristics might be ones that are over-provided and

could be reduced somewhat in reallocating resources to other quadrants—especially the upper

quadrant.
34
2022 Customer Bus Satisfaction Survey Report Rea & Parker Research
City of Fresno—Fresno Area Express (FAX) April 2022

Page 146



= The lower-left quadrant represents features that have both less satisfaction and less importance.
Because these features are of relatively low importance, efforts to improve these characteristics
will have a relatively minor impact on overall satisfaction.

= The upper-left quadrant represents features that provide less satisfaction but are of high importance.
The upper-left quadrant is critically important because it contains those system characteristics that
are important to employees but are not adequately provided. It is these characteristics that can
increase satisfaction to the greatest extent.

Chart 16 is a satisfaction/importance quadrant analysis for the data provided in the 2022 FAX Bus
Satisfaction Survey. In the upper right quadrant, three features are plotted: drivers’ helpfulness, drivers’
courtesy, and safety precautions during COVID. These are the core characteristics that lead to the very
high degree of satisfaction with FAX service that has been evidenced in this report. In the 2018 and 2014
surveys, drivers’ courtesy was among the core characteristics as were safety on-board the buses and drivers’
driving skills. These latter two still rank high in satisfaction but they are less important than they were in
previous years and have fallen to the less important lower-right quadrant. On the other hand, drivers’
helpfulness has moved into the core characteristic category in 2022 along with the new category about
safety during COVID.

The upper left quadrant shows seven characteristics that would provide an important improvement to
overall satisfaction: on-time performance, frequency of buses, time it takes to complete trip, safety on-board
buses, safety at bus stops, cleanliness inside buses, and bus hours of operations on weekends. Customers
regard these features as highly important but have not been provided to them with as high a degree of
satisfaction as some of the other characteristics of FAX bus service. Five of these features appeared in the
upper left quadrant in the 2018 quadrant analysis--on-time performance, frequency of buses, time it takes
to complete trip, safety at bus stops, and bus hours of operations on weekends. Cleanliness inside the buses
was marginally close to the upper-left in 2018, but safety on-board moved from the upper-right to the upper
left. This, however, is not as disturbing as it may sound because it was borderline upper right in 2018 and
has moved very slightly across the vertical satisfaction dividing line, indicating its relative position vis-a-
vis other characteristics has declined as other characteristics have improved despite its satisfaction

remaining at 2.0.
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FAX Report Card
In the 2011, 2014, and 2018 customer satisfaction reports for FAX, letter grades for FAX performance on
the various service characteristics were assigned. These reports assigned grades of A, B, C, D or F
(including plus and minus distinctions) based upon the mean satisfaction ratings provided for each
characteristic. The grading scale used in the previous reports as well as the current report is depicted in
Table 5 below. Table 6 shows the mean ratings and grades for 2022, 2018, 2014, and 2011.

What emerges from Table 6 is evidence that the FAX system has been a consistent success. There is
considerable satisfaction with the FAX bus system and this high level of satisfaction is consistent with the
results of the 2018 survey. The grades, themselves, remain as they were in 2018; however, improvement
within each grade level is found for almost all characteristics

Table 5 Furthermore, the level of satisfaction has markedly improved
NI e e L f e e e from 2014 and 2011. Every characteristic that was graded

(CERCEL RN E UL EOR LR RE R AN improved from 2014 by at least one third of a grade.
Satisfied and 6 = Very Dissatisfied)

1.00to 1.33
1.34to 1.67
1.68to 1.99
2.00to 2.33

2.34to0 2.67

2.68t0 2.99
3.00to 3.33
3.34to 3.67
3.68 to 3.99
4.00to 4.33
4.34 to 4.67
4.68 to 4.99
5.00to 5.33
5.34 t0 6.00

Weekend operating hours, for example, have shown
enormous improvement from 2011, as has the value of the

service provided for the price paid.®

Moreover, many of the same letter grades that were
attributed to a specific service characteristic in 2022 were
also attributed to that characteristic in 2018. However, in
several instances, the numerical score of that grade was
higher in 2022 than in 2018. For example, in both 2022 and
2018, driver’s helpfulness received an A- but in 2022, the
numerical score is 1.86 and in 2018, the numerical score
was 1.90.

It is also notable that the three new service features that were evaluated in 2022 are well received by the
FAX customers. Specifically, accessibility for people with a disability, audio/visual announcement quality

on bus, and FAX safety during Covid each received an A-.

® During the months of March 2021 through September 2021, FAX implemented free bus fares and then decreased
the base fare from $1.25 to $1.00 and the reduced fare from 60 cents to 50 cents.
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Service Characteristic

2022

(Years 2022, 2018, 2014, and 2011)

Table 6
FAX Customer Satisfaction Report Card and Mean Satisfaction Ratings

2018

2014

Grade

Mean

Grade

Mean

Grade

Mean

Grade

Mean

Overall Service

Provided by FAX Buses A-

Value for Price Paid

1.88

1.71

1.89

1.95

B+

2.30

2.38

Drivers' Driving Skills A- | 1.77 | A- 1.84 B+ 2.14 B+ 2.09
Drivers’ Safety A- | 1.80 | A- 1.82 B+ 2.17 B+ 2.06
Awareness
Accessibility for People
with a Disability A- | 181
Audio/Visual
Announcement Quality [V ¥ -1
on Bus
Drivers' Helpfulness A- 1.86
FAX Safety During
CoVID A- 1.88
Drivers' Courtesy A- 1.89 A- 1.98 B 2.44 B+ 2.26
e R T R e 1.99 B 2.42 B+ 2.26
Rides
S o 163 | A 1.97 B+ 2.21 B+ 2.28
to Destination
S Y T YA . 1.99 B+ 2.20 B+ 2.30
to Home
Availability of
Route/Schedule Info B+ 2.00 B+ 2.07 B 2.47 B 2.64
Safety On-Board B+ | 2.03 | B+ 2.04 B 2.35 A 1.67
Buses*
SR gy | 05 | Be 2.13 B 2.67 B- 2.93
Weekdays
On-Time Performance B+ | 2.14 B+ 2.33 B- 2.71 B- 2.71
Time to Complete Trip B+ | 2.21 | B+ 2.27 B- 2.70 B- 2.95
Safety at Bus
Stops/Stations* B+ 2.22 B+ 2.24 B 2.54 B+ 2.05
Frequency of Buses B+ | 2.24 | B+ 2.29 B- 2.83 B- 2.83
FIESHIRESSINSIGE B+ |225| B 2.37 B- 2.89 B 2.57
Buses
FEnE B |246 | B 245 | B- | 285 B- 2.80
Stops/Stations
Hours of Operation--
B 2.61 B 2.64 C+ 3.30 D+ 4.00
Weekends

differences between 2018 and 2014 data versus 2011 data.
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Availability of Information and Communication

Chart 17 reports how customers prefer to obtain information about routes, schedules, and fares. In 2022,
the traditional preference for non-electronic materials has substantially declined from the preferences for
such material in 2018, 2014, and 2011. More specifically, the preference for electronic communication
systems such as the use of rider alerts, the FAX website, and MyFAXBus app has markedly increased in
2022 (55 percent). In 2018, 39 percent preferred such communication technology and in 2014 and 2011,
the percentages were 25 percent and 6 percent respectively. The preference for social media as a technology

for communication has doubled since the 2018 survey.

The following subgroup tends to favor audio announcements on buses to obtain information from FAX:

e Customers whose dominant language is Spanish (38.1 percent) versus those whose dominant
language is English (18.0 percent).

The following subgroups tend to favor the MyFAXBuUSs app to obtain information from FAX.

e Customers who have limited English proficiency (21.2 percent) as opposed to those who are
proficient in English (10.1 percent).

e Customers whose dominant language is English (14.0 percent) versus those whose dominant
language is Spanish (4.8 percent).

The following subgroups tend to favor social media to obtain information from FAX:

e Customers whose dominant language is English (29.4 percent) versus those whose dominant
language is Spanish (19.0 percent).

e Customers who do not lack English proficiency (29.6 percent) as opposed to those who have limited
proficiency in English (21.2 percent).

e Younger customers (under 55 years of age = 33.5 percent) versus older customers (over 55 = 14.6
percent).

The following subgroups tend to favor the use of flyers on buses to obtain information from FAX:

e Older customers (55 and over = 13.9 percent) versus younger customers (under 55 = 6.7 percent).

e Customers who have limited English proficiency (24.7 percent) as opposed to those who are
proficient in English (15.5 percent).

e Customers who make a large number of trips per week (13 or more trips per week (29.5 percent)
versus those who make fewer trips per week (less than 5 trips per week (14.5 percent), 5 to 8 trips
per week (16.1 percent), and 9 to 12 trips per week (13.9 percent).
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Chart 17
Preferred Mode of Communication for

Route, Schedule and Fare Information

(Respondents could provide two answers; therefore percentages sum to in
excess of 100%.In prior years, respondents could supply as many answers as
they wished. Prior years h
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The following subgroups tend to favor the FAX Newsletter/email to obtain information from FAX:

e Customers who have more education or training --vocational school training (25.3 percent), college
graduates (22.1 percent), and those with post graduate education (18.4 percent) as opposed to those
with lesser education (less than 8™ grade (6.5 percent), some high school (9.7 percent), and high
school graduates (12.7 percent)).

e Customers who do not lack English proficiency (18.7 percent) as opposed to those who have limited
proficiency in English (6.5 percent).

The following subgroup tends to favor the FAX website to obtain information from FAX:

e Younger respondents (under 55 years of age = 13.9 percent) versus older respondents (55 and over
= 6.7 percent).

The following subgroup tends to favor rider alerts to obtain information from FAX:
e Blacks/African Americans (32.7 percent) and Asians (32.9 percent) versus Hispanics (23.3 percent)

and Whites (21.3 percent).

Chart 18 shows that nearly 7 in 10 (69 percent) of FAX customers use mobile apps to help plan their bus
trips. Among those who use mobile apps for bus trip planning, Google Transit (50 percent) and MYFAX
BUS (49 percent) are by far the most popular apps (Chart 19).

Chart 18
Use Any Mobile App(s)?
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Chart 19
Which Apps Used?

Respondents could choose up to 4 responses; therefore
percentages add up to over 100%
(among 69% who use mobile apps to plan trips)

Other category
includes 4% who
answered that
they use some

form of map,
including
Google Maps
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APPENDIX

Questionnaires (English and Spanish) 44
Frequencies and Open-Ended Responses 55
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FAX 2022 PASSENGER SATISFACTION BY FEBRUARY 28, 2022 AND INCLUDING THE FOLLOWING
SURVEY—ON-BOARD CONTACT INFORMATION.

(YOUR ANSWERS WILL STILL COUNT EVEN IF YOU CHOOSE NOT

Please fill out this short questionnaire to provide TO SUPPLY THIS INFORMATION. )

importantinformation to FAX about your bus service.
Return the completed survey to the surveyor who NAME:
handed you the survey or mail it back at our cost or
drop it off at Manchester Transit Center (MTC) by
February 28, 2022.

ADDRESS:

CITY: STATE ZIP

HOME PHONE OR CELL:

E-MAIL:
REGISTER TO BE ONE OF FIVE T0 WIN $100
BY FULLY COMPLETING THIS SURVEY, RETURNING IT
TRAVEL CHARACTERISTICS
Q1. What is the bus route number that you are on? (BUS ROUTE)

Q2. How many one-way trips on FAX do you take in a typical week?
(If you take a round trip, that would be counted as two trips)

(NUMBER OF WEEKLY TRIPS)

Q3a-b. What is the purpose of your typical FAX bus trip? (CHECK ONLY ONE)

1. College 5. Errands/Personal

2. High/Middle/Elementary School 6. Recreational/Social

3. Work/Business 7. Medical/Dental

4. Shopping 8. Other, please specify
Q4. How long have you been riding FAX buses, in terms of months or years?

___years ___months (write number of years and/or months)
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Q5. If FAX were to introduce an electronic fare payment system, such as a reusable smart card or a mobile ticketing app,
would you use it?

1. Yes 2. No

Q6. Do you use any mobile apps to help you plan your bus trips?

1. Yes 2. No

Q6a-e. (ANSWER IF Q6 = YES), Which app(s) do you use to plan your trips? (CHECK ALL THAT APPLY)

1. MyFAXBus 3. Moovit
2. Google Transit 4, Other (Please specify)

Q7a-c. Whatis the best way for FAX to communicate with you? (CHECK TOP TWO)

1. RiderAlerts 6. MyFAXBusApp
2. FAXWebsite 7. Newspaper Ads
3. FAXNewsletter / E-mail 8. Social Media (Twitter, Instagram, Facebook)
4. Flyers on Buses 9. Other (Please Specify)
5. Audio Announcements on Buses
Q8. Do you have access to a car or other vehicle to make the same kinds of trips that you make by FAX?
1. Yes 2.__No [IF NO, SKIP Q8a AND GO TO Q9)

Q8a. (ANSWER IF Q8 = YES) Why do you ride FAX instead of using that car or other vehicle for your trips?
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Q9. SATISFACTION: Please indicate your satisfaction or dissatisfaction with each of the FAX bus features listed below
by placing a check mark in a box for each feature.

RANK YOUR SATISFACTION WITH EACH BUS FEATURE ON A
SCALE OF 1-to-6

Bus Feature CHECK ONLY ONE COLUMN FOR EACH BUS FEATURE
1=Very 2 = Satisfied 3 = Slightly 4 = Slightly 5= 6 = Very
Satisfied B Satisfied Dissatisfied Dissatisfied | Dissatisfied

1. On-time performance

2. Frequency of buses

3. Time it takes to complete trip

4. Cleanliness inside buses

5. FAX safety precautions during COVID (for

example, masking/sanitation protocols)

6. Cleanliness of bus stops and transfer stations

7. Personal safety on board FAX buses

8. Personal safety at bus stops and transfer stations

9. Typical FAX bus drivers’ courtesy

10. Typical FAX bus drivers’ helpfulness

11. Typical FAX bus drivers’ driving skills

12. Typical FAX bus drivers’ safety awareness

13. Overall comfort of bus rides

14. Availability of route/ schedule information

15. Bus hours of operation on weekdays

16. Bus hours of operation on weekends

17. Closeness of bus stops to home

18. Closeness of bus stops to destination

19. Accessibility for people with disabilities on FAX
buses

20. Quality of audio and visual announcements on
FAX buses

21. Value provided by FAX for the price paid

22. Overall service provided by FAX

Q9a. Please write the number of the bus service feature listed in Q9 that you consider to be MOST IMPORTANT to you
# . Please include only features “1” through “21” above in your response.

Q9b. Please write the number of the bus service feature listed in Q9 that you consider to be SECOND MOST IMPORTANT
# . Please include only features “1” through “21” above in your response.

Q10. How important is it to you to have WiFi on the bus? (CHECK ONE BOX)

_ _ 3 = Slightly 4 = Slightly i _ )
1 = Very Important 2 = Important Important Unimportant 5 = Unimportant 6 = Very Unimportant
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DEMOGRAPHICS

MILITARY / VETERAN STATUS. Are you active-duty U.S. Military or a U.S. Veteran?

1. _ Yes
2. __ No
WORK. What is your work status? 5. Student and Not Employed
6. __ Homemaker
1. __ Employed Full-Time 7. ___ Retired
2. ___ Employed Part-Time 8. __ Unemployed
3. Self-Employed 9. __ Disabled and Unable to Work
4, Student and Employed
EDUC. What is the last grade in school you have completed?
4, Vocational/Technical School
1. lessthan 8t Grade Education 5. College Graduate
2. ___ Some High School 6. ___ Post-Graduate Education
3. ___ High School Graduate

ETHNICITY a-d. Which of the following most closely

describes your ethnic background? (CHECK ONLY ONE) . _ . .
AGE.  Which of the following age categories best describes

1. __ Hispanic your current age?

2. ___ White/Caucasian

3. African American/Black 1. Under 18 years old

4. Asian/Southeast Asian 2. __ 18to34yearsold
(please specify national origin or Asian ethnic 3. __ 35to54yearsold
group ) 4, 55to 74 yearsold

5. American Indian 5. _T5yearsold or more

6. __ Pacific Islander

7. Middle Easterner

8. ___ Mixed Ethnicities, please describe

9. Other, please specify INCOME. Which of the following categories best describes

your total household income in 2021, before
taxes?

1 Less than $10,000 per year
2. $10,000 to $19,999 per year
HOUSEHOLD SIZE. Including yourself, how many people live i _ggggg :0 ggggg per year
. household? . : 0 $39,999 per year
'n your househo 5. $40,000 to $49,999 per year
6. $50,000 to $74,999 per year
7. $75,000 to $99,999 per year
GENDER. 8. $100,000 or more per year
9. Do not know
1. Male 3. Other
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LEP: Do you consider yourself to be_limited in the English language?
1 Yes 2 No 3. Do Not Know

LANGUAGE a-b. What is the primary language spoken in your home?

1. __ English 8 __ Chinese

2. Spanish or Spanish Creole 9. __ Arabic

3. __ Hmong 10. __ Vietnamese

4. __ Punjabi 11.  _ Armenian

5. __ Other Indic (Indo-Aryan) languages 12.  __ Tagalog

6. __ Laotian 13.  __ Other, please specify
7. Mon-Khmer, Cambodian

On behalf of FAX and Rea & Parker Research, thank you for your time and survey participation. If you have any
comments or questions for FAX, please e-mail them to FAXOutreach@fresno.gov.

Please return the completed form to the surveyor. You can also fold, seal, and mail it back at our cost, or you
can drop it off at the Manchester Transit Center by February 28, 2022
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ENCUESTA DE SATISFACCION DE CLIENTES
DEL SISTEMA DE TRANSPORTE FAX 2022
- PARADA DE AUTOBUS

Por favor complete este breve cuestionario para proporcionar
informacion importante a Fresno Area Express (FAX) sobre su
servicio de autobus. Devuelva la encuesta completa al inspector
que le entregd la encuesta o enviela por correo por nuestra
cuenta 0 déjela en Manchester Transit Center (MTC) antes del
28 de febrero de 2022.

REGISTRESE PARA SER UNO DE CINCO
GANADORES DE $100 AL COMPLETAR
TOTALMENTE ESTA ENCUESTA, DEVOLVIENDOLO
A PARTIR DEL 28 DE FEBRERO DE 2022, E
INCLUYENDO LA SIGUIENTE INFORMACION DE
CONTACTO.

(SUS RESPUESTAS AUN CONTARAN INCLUSO SI
ELIGE NO SUMINISTRAR ESTA INFORMACION).

NOMBRE

DIRECCION

CIUDAD EDO__ CODIGO

TELEFONO CASA O CELULAR

CORREO ELEC.

CARACTERISTICAS DEL VIAJE

P1. ¢ Cudles el nimero de ruta de autobus que esta esperando o que acaba de completar?

del autobus)

(indique el nimero de la ruta

P2. ¢ Cuantos viajes en una sola direccion toma usted por FAX en una semana tipica?

(Si usted hace viaje de ida y vuelta, cuenta como dos viajes)

(indique el nimero de viajes semenales)

P3a-b. ¢Cual es el propésito de un viaje tipico por autobds FAX? (ESCOJA SOLAMENTE UNA RESPUESTA)

1. Universidad/Universidad comunitaria

2. Escuela preparatoria/secundaria/primaria
3. Trabajo/Negocios

4. Compras

____Mandados/Personal
____Diversion/Social
____Citas Médicas/Dentales
____ Otro, favor de especificar

P4. ¢ Cuénto tiempo lleva viajando por FAX, en términos de meses o0 afios?
___afios ___meses  (escriba nimero de afios y/o meses)

P5. Si FAX fuera aimplementar un sistema de pago electronico para tarifas, como una tarjeta inteligente reutilizable o una aplicacién

movil de emision de boletos, ¢lo usaria?

1 Si 2.

No

P6. ¢Utiliza alguna aplicacion mdvil que le ayude a planificar sus viajes por autobls?

1 Si 2.

No

P6a-e. (RESPONDA si contestd “si” a P6), ¢ Cuales aplicaciones utiliza para planificar sus viajes?
(INDIQUE TODOS LOS QUE CORRESPONDAN)

1. MyFAXBus
2. Google Transit
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P7a-c. ¢Cual es la mejor manera de que FAX se comunique con usted? (INDIQUE DOS)

1. Alertas de pasajeros por movil 6. MyFAXBusApp (aplicacién movil)

2. Sitio web de FAX 7. Anuncios en los periodicos

3. Boletin de FAX/ correo elec. 8. Redes sociales (Twitter, Instagram, Facebook)
4, Volantes en autobuses 9. Otro (favor de especificar)

5. Anuncios de audio en autobuses

P8. ¢Tiene acceso a un automovil u otro vehiculo para realizar el mismo tipo de viajes que realiza por FAX?
1. Yes 2. __No [SI INDICA “NO,” SIGA A LA P9)

P8a. (RESPONDA SI P8 = “Si”) ;Por qué usa FAX en lugar de usar ese automavil u otro vehiculo para sus viajes?

P9. SATISFACCION: Por favor indique su satisfaccion o disgusto con cada una de las caracteristicas a continuacion de
los autobuses de FAX que se enumeran, colocando una palomita en la columna correspondiente para cada caracteristica.

CALIFIQUE SU SATISFACCION CON CADA CARACTERISTICA
DEL AUTOBUS EN UNA ESCALADE1AG6

MARQUE SOLAMENTE UNA QOLUMNA PARA CADA
Caracteristica del Autobus CAF;ACTER'SE'CA
1=Muy 2 = Satis- Ligera- Ligera- 5= 6 = Muy
satisfecha/o fecha/o mente mente Insatis- insatis-
satis- insatis- fecha/o fecha/o
fecha/o fecha/o

1. La puntualidad de su ruta

2. Frecuencia de los autobuses

3. Tiempo que toma realizar el viaje

4. Limpieza dentro de los autobuses

5. Precauciones de seguridad por FAX durante
COVID (por ejemplo, protocolos de
enmascaramiento/desinfeccion)

6. Limpieza de las paradas de autobds y las
estaciones de transferencia

7. Seguridad personal a hordo de los autobuses FAX

8. Seguridad personal en las paradas de autobus y
las estaciones de transferencia

9. Cortesia tipica de los conductores de autobuses de
FAX

10. Amabilidad tipica de los conductores de autobuses

de FAX

11. Habilidades de conduccidn tipicas de los

conductores de autobuses de FAX

12. Concienciacién sobre la seguridad tipica de los

conductores de autobuses de FAX

13. Comodidad general de los viajes en autobls

14. Disponibilidad de informacion de ruta / horario

15. Horas de operacion de los autobuses durante la

semana laboral (lunes a viernes)

16. Horas de operacion de los autobuses los fines de

semana (sab. y dom.)

17. Cercania de las paradas de autobds a casa

18. Cercania de las paradas de autobus al destino

19. Accesibilidad para personas con discapacidad en

los autobuses FAX
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20. Calidad de los anuncios sonoros y visuales en los
buses de FAX

21. Valor proporcionado por FAX por el precio pagado

22. Servicio total proporcionado por FAX

P9a. Por favor escriba el nimero de la caracteristica del servicio de autobus de la P9, que considere la mas importante para usted:
. Por favor incluya unicamente las caracteristicas “1” al “21”, especificadas arriba, en su respuesta.

P9b. Por favor escriba el nimero de la caracteristica del servicio de autobus de la P9, que considere la segunda mas importante para
usted: . Por favor incluya Ginicamente las caracteristicas “1” al “21”, especificadas arriba, en su respuesta.

P10. ¢Qué importancia tiene para usted tener WiFi en el autobus? (MARQUE UNA CASILLA)

_ . _ 3 = Ligeramente 4 = Ligeramente sin 5 = Sin mucha 6 = Sin importancia
1= Muy importante 2 = Importante importante importancia importancia alguna
DATOS DEMOGRAFICOS

ESTADO MILITAR / VETERANO. ¢ Es militar de los EE. UU. en servicio activo o es un veterano de los EE. UU.?
1. Si

2. No
TRABAJO. ¢,Cudl es su condicion laboral? TAMANO DE HOGAR. Incluyéndose a usted mismo, ¢.cuantas
1. __ Empleada/o de tiempo completo personas viven en su hogar?
2. __ Empleada/o tiempo parcial
3. Empleada/o independiente SEXO. 1 Hombre 2. Mujer 3. Otro
4. Estudiante y empleadalo
5. __ Estudiante no empleada/o
6. Amalo de casa LEP: ¢ Se considera limitado en el inglés?
7. Jubilada/o 1. Si 2. No 3. No sé
8. Desempleada/o
9. Discapacitada/o, no puede trabajar

EDAD. ¢Cuél de las siguientes categorias describe su edad actual

EDUC. ¢Hasta que nivel ha estudiado? con mayor precision?

1. Menos del 20de secundaria (8 grado/afio de 1.~ _Menor de 18 afios de edad

educacion) 2. _18a34 afios de edad

2. Unos afios de preparatoria (high school) 3.___35ab54afios de edad

3. Completd la preparatoria 4.___55aT4afios de edad

4. Escuela vocacionalltécnica 5.____75afios 0 mas de edad

5. Graduada/o de la universidad ] o ’ . .

6. Posgraduado INGRESQS. ¢ Cual de las siguientes categorias describe mejor los

- ingresos totales de su hogar en el 2021, antes de impuestos?

ORIGEN ETNICO. ¢Cudl de los siguientes grupos describe con 1. ___ Menos de $10,000 por afio
mayor precisin su origen étnico? (MARQUE SOLO UNO) 2. __$10,000 a $19,999 por afio

1 hispano/latino 3.__ $20,000 a $29,999 por afio

2 planco/caucasico 4. $30,000 a $39,999 por afio

3. afroamericano/negro 5.___$40,000 a $49,999 por afio

4. asiatico/asiatico del sureste 6.___$50,000 a $74,999 por afio

(Por favor especifique origen nacional o grupo 7. ____$75,000 a $99,000 por afio
étnico asiatico 8. $100,000 0 méas por afio

5.___indigena de los EE.UU. 9.__ Nolosé

6. islefio del pacifico

7. del Medio Oriente

8. etnias mixtas, por favor describa:

9. otro, favor de especificar:
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IDIOMA a-b. ¢ Cudl es el idioma principal de su hogar?
1. __ inglés

2. ___ espafiol o espafiol criollo

3.__ hmong

4. punjabi

5.__ otros idiomas indicos (indoarias)

6.__ laosiano/lao

7.____mon-jemer, camboyano

8.__ chino

9. éarabe

10. __ vietnamita
11. _ armenio
12. _ tagalo

13. otro, favor de especificar

Por parte de FAX y de Rea & Parker Research, agradecemos su tiempo y participacion en
esta encuesta. Si tiene algin comentario o pregunta para FAX, envielo por correo
electronico a FAXOutreach@fresno.gov

Por favor devuelva este formulario completo al encuestador/la encuestadora. También lo puede
doblar, sellar y enviar por correo por nuestra cuenta o puede entregarlo en el Centro de
Transito de Manchester a mas tardar el 28 de febrero de 2022.
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FREQUENCIES AND OPEN-ENDED RESPONSES

Satisfaction Overall Service

Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 336 38.4 43.8 43.8
Satisfied 282 32.2 36.7 80.5
Slightly Satisfied 100 11.4 13.0 93.5
Slightly Dissatisfied 22 2.5 29 96.4
Dissatisfied 14 1.6 1.8 98.2
Very Dissatisfied 14 1.6 1.8 100.0
Total 768 87.7 100.0
Missing System 108 12.3
Total 876 100.0

Satisfaction On-Time Performance

Freguency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 290 33.1 36.6 36.6
Satisfied 273 31.2 34.5 71.1
Slightly Satisfied 130 14.8 16.4 87.5
Slightly Dissatisfied 46 5.3 5.8 93.3
Dissatisfied 33 3.8 4.2 97.5
Very Dissatisfied 20 2.3 2.5 100.0
Total 792 90.4 100.0
Missing System 84 9.6
Total 876 100.0

Satisfaction Frequency Of Buses

Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 269 30.7 34.4 34.4
Satisfied 265 30.3 33.9 68.3
Slightly Satisfied 132 15.1 16.9 85.2
Slightly Dissatisfied 51 5.8 6.5 91.7
Dissatisfied 38 4.3 4.9 96.5
Very Dissatisfied 27 3.1 3.5 100.0
Total 782 89.3 100.0
Missing System 94 10.7
Total 876 100.0
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Satisfaction Time to Complete Trip

Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 257 29.3 33.2 33.2
Satisfied 278 317 36.0 69.2
Slightly Satisfied 130 14.8 16.8 86.0
Slightly Dissatisfied 62 7.1 8.0 94.0
Dissatisfied 22 2.5 2.8 96.9
Very Dissatisfied 24 2.7 3.1 100.0
Total 773 88.2 100.0
Missing System 103 11.8
Total 876 100.0

Satisfaction Cleanliness Inside Buses

Freguency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 235 26.8 31.3 31.3
Satisfied 276 31.5 36.7 68.0
Slightly Satisfied 135 15.4 18.0 85.9
Slightly Dissatisfied 55 6.3 7.3 93.2
Dissatisfied 28 3.2 3.7 96.9
Very Dissatisfied 23 2.6 3.1 100.0
Total 752 85.8 100.0
Missing System 124 14.2
Total 876 100.0

Satisfaction FAX Safety During COVID

Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 360 41.1 46.6 46.6
Satisfied 258 29.5 334 79.9
Slightly Satisfied 87 9.9 11.3 91.2
Slightly Dissatisfied 37 4.2 4.8 96.0
Dissatisfied 16 1.8 2.1 98.1
Very Dissatisfied 15 1.7 1.9 100.0
Total 773 88.2 100.0
Missing System 103 11.8
Total 876 100.0
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Satisfaction Cleanliness Bus Stops

Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 234 26.7 30.1 30.1
Satisfied 232 26.5 29.8 59.9
Slightly Satisfied 151 17.2 19.4 79.3
Slightly Dissatisfied 76 8.7 9.8 89.1
Dissatisfied 55 6.3 7.1 96.1
Very Dissatisfied 30 3.4 3.9 100.0
Total 778 88.8 100.0
Missing System 98 11.2
Total 876 100.0
Satisfaction Personal Safety On-Board
Freguency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 291 33.2 37.7 37.7
Satisfied 285 32.5 36.9 74.6
Slightly Satisfied 123 14.0 15.9 90.5
Slightly Dissatisfied 38 4.3 4.9 95.5
Dissatisfied 25 2.9 3.2 98.7
Very Dissatisfied 10 1.1 1.3 100.0
Total 772 88.1 100.0
Missing System 104 11.9
Total 876 100.0
Satisfaction Personal Safety at Bus Stops
Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 254 29.0 33.2 33.2
Satisfied 261 29.8 34.1 67.2
Slightly Satisfied 147 16.8 19.2 86.4
Slightly Dissatisfied 51 5.8 6.7 93.1
Dissatisfied 38 4.3 5.0 98.0
Very Dissatisfied 15 1.7 2.0 100.0
Total 766 87.4 100.0
Missing System 110 12.6
Total 876 100.0
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Satisfaction Driver Courtesy

Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 337 38.5 43.5 43.5
Satisfied 283 32.3 36.6 80.1
Slightly Satisfied 95 10.8 12.3 92.4
Slightly Dissatisfied 35 4.0 4.5 96.9
Dissatisfied 10 1.1 1.3 98.2
Very Dissatisfied 14 1.6 1.8 100.0
Total 774 88.4 100.0
Missing System 102 11.6
Total 876 100.0
Satisfaction Driver Helpfulness
Freguency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 352 40.2 45.7 45.7
Satisfied 278 31.7 36.1 81.7
Slightly Satisfied 82 9.4 10.6 92.3
Slightly Dissatisfied 32 3.7 4.2 96.5
Dissatisfied 8 .9 1.0 97.5
Very Dissatisfied 19 2.2 2.5 100.0
Total 771 88.0 100.0
Missing System 105 12.0
Total 876 100.0
Satisfaction Driver Driving Skill
Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 367 41.9 48.2 48.2
Satisfied 278 31.7 36.5 84.8
Slightly Satisfied 76 8.7 10.0 94.7
Slightly Dissatisfied 19 2.2 2.5 97.2
Dissatisfied 8 .9 1.1 98.3
Very Dissatisfied 13 1.5 1.7 100.0
Total 761 86.9 100.0
Missing System 115 13.1
Total 876 100.0
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Satisfaction Driver Safety Awareness

Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 358 40.9 45.9 45.9
Satisfied 296 33.8 37.9 83.8
Slightly Satisfied 84 9.6 10.8 94.6
Slightly Dissatisfied 24 2.7 3.1 97.7
Dissatisfied 4 5 5 98.2
Very Dissatisfied 14 1.6 1.8 100.0
Total 780 89.0 100.0
Missing System 96 11.0
Total 876 100.0

Satisfaction Overall Comfort of Bus Ride

Freguency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 305 34.8 39.2 39.2
Satisfied 321 36.6 41.3 80.5
Slightly Satisfied 101 11.5 13.0 93.4
Slightly Dissatisfied 32 3.7 4.1 97.6
Dissatisfied 6 7 .8 98.3
Very Dissatisfied 13 1.5 1.7 100.0
Total 778 88.8 100.0
Missing System 98 11.2
Total 876 100.0

Satisfaction Availability of Route/Schedule Information

Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 301 34.4 39.2 39.2
Satisfied 283 32.3 36.8 76.0
Slightly Satisfied 114 13.0 14.8 90.9
Slightly Dissatisfied 40 4.6 5.2 96.1
Dissatisfied 11 1.3 14 97.5
Very Dissatisfied 19 2.2 2.5 100.0
Total 768 87.7 100.0
Missing System 108 12.3
Total 876 100.0
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Satisfaction Bus Hours of Operation--Weekdays

Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 310 35.4 40.1 40.1
Satisfied 263 30.0 34.0 74.0
Slightly Satisfied 114 13.0 14.7 88.8
Slightly Dissatisfied 46 5.3 5.9 94.7
Dissatisfied 20 2.3 2.6 97.3
Very Dissatisfied 21 2.4 2.7 100.0
Total 774 88.4 100.0
Missing System 102 11.6
Total 876 100.0
Satisfaction Bus Hours of Operation--Weekends
Freguency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 226 25.8 29.5 29.5
Satisfied 221 25.2 28.9 58.4
Slightly Satisfied 119 13.6 15.5 73.9
Slightly Dissatisfied 87 9.9 11.4 85.2
Dissatisfied 52 5.9 6.8 92.0
Very Dissatisfied 61 7.0 8.0 100.0
Total 766 87.4 100.0
Missing System 110 12.6
Total 876 100.0
Satisfaction Bus Stop Closeness to Home
Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 341 38.9 44.2 44.2
Satisfied 265 30.3 34.3 78.5
Slightly Satisfied 95 10.8 12.3 90.8
Slightly Dissatisfied 28 3.2 3.6 94.4
Dissatisfied 25 2.9 3.2 97.7
Very Dissatisfied 18 2.1 2.3 100.0
Total 772 88.1 100.0
Missing System 104 11.9
Total 876 100.0
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Satisfaction Bus Stop Closeness to Destination

Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 310 35.4 40.7 40.7
Satisfied 306 34.9 40.2 80.9
Slightly Satisfied 84 9.6 11.0 92.0
Slightly Dissatisfied 25 2.9 3.3 95.3
Dissatisfied 19 2.2 2.5 97.8
Very Dissatisfied 17 1.9 2.2 100.0
Total 761 86.9 100.0
Missing System 115 13.1
Total 876 100.0

Satisfaction Accessibility for People with Disability

Freguency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 344 39.3 45.0 45.0
Satisfied 290 33.1 38.0 83.0
Slightly Satisfied 93 10.6 12.2 95.2
Slightly Dissatisfied 18 2.1 2.4 97.5
Dissatisfied 5 .6 7 98.2
Very Dissatisfied 14 1.6 1.8 100.0
Total 764 87.2 100.0
Missing System 112 12.8
Total 876 100.0

Satisfaction Audio/Visual Announcement Quality on Bus

Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 335 38.2 43.5 43.5
Satisfied 296 33.8 38.4 81.9
Slightly Satisfied 95 10.8 12.3 94.3
Slightly Dissatisfied 23 2.6 3.0 97.3
Dissatisfied 7 .8 .9 98.2
Very Dissatisfied 14 1.6 1.8 100.0
Total 770 87.9 100.0
Missing System 106 12.1
Total 876 100.0
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Satisfaction Value for the Price

Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 406 46.3 52.6 52.6
Satisfied 255 29.1 33.0 85.6
Slightly Satisfied 73 8.3 9.5 95.1
Slightly Dissatisfied 20 2.3 2.6 97.7
Dissatisfied 4 5 5 98.2
Very Dissatisfied 14 1.6 1.8 100.0
Total 772 88.1 100.0
Missing System 104 11.9
Total 876 100.0

Zip Code of Residence

Frequency Percent Valid Percent Cumulative Percent

Valid 11743 1 1 .2 2
14527 1 1 2 3
15212 1 1 2 .5
20817 1 1 2 7
21090 1 1 2 .8
22304 1 1 2 1.0
30002 1 1 2 1.2
33383 1 1 2 1.3
34786 1 1 2 15
60104 1 1 2 1.7
73001 1 1 2 1.8
74103 1 1 2 2.0
75202 1 1 2 2.1
80001 1 1 2 2.3
85233 1 1 2 2.5
90723 1 1 .2 2.6
93217 1 1 .2 2.8
93278 1 1 .2 3.0
93602 1 1 .2 3.1
93606 2 2 .3 3.5
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Zip Code of Residence

Frequency Percent Valid Percent Cumulative Percent
93609 1 1 .2 3.6
93611 2 2 3 4.0
93612 10 1.1 1.7 5.6
93618 1 A 2 5.8
93625 1 A 2 5.9
93637 1 A 2 6.1
93638 1 A 2 6.3
93640 1 A 2 6.4
93646 1 A 2 6.6
93650 6 4 1.0 7.6
93651 1 A 2 7.8
93660 1 A 2 7.9
93662 2 2 3 8.3
93700 2 2 .3 8.6
93701 22 2.5 3.6 12.2
93702 60 6.8 9.9 22.1
93703 40 4.6 6.6 28.7
93704 32 3.7 5.3 34.0
93705 a7 5.4 7.8 41.7
93706 62 7.1 10.2 52.0
93707 3 .3 .5 52.5
93710 26 3.0 4.3 56.8
93711 20 2.3 3.3 60.1
93714 2 2 .3 60.4
93717 2 2 .3 60.7
93720 8 9 1.3 62.0
93721 19 2.2 3.1 65.2
93722 38 4.3 6.3 71.5
93723 3 .3 .5 71.9
93725 17 1.9 2.8 74.8
93726 58 6.6 9.6 84.3
93727 50 5.7 8.3 92.6
93728 31 3.5 5.1 97.7
93729 1 A 2 97.9
93735 1 A 2 98.0
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Zip Code of Residence

Frequency Percent Valid Percent Cumulative Percent
93740 1 1 .2 98.2
93744 1 1 2 98.3
93745 1 1 2 98.5
93779 1 1 2 98.7
93781 1 1 2 98.8
93790 1 A 2 99.0
93794 1 1 .2 99.2
95118 1 1 .2 99.3
95121 1 1 .2 99.5
95652 1 1 .2 99.7
97236 1 1 .2 99.8
98001 1 A 2 100.0
Total 606 69.2 100.0
Missing System 270 30.8
Total 876 100.0
Time of Day
Freguency Percent Valid Percent Cumulative Percent
Valid 6:00am-6:59am 19 2.2 2.2 2.2
7:00am-7:59am 41 4.7 4.7 6.8
8:00am-8:59am 42 4.8 4.8 11.6
9:00am-9:59am 51 5.8 5.8 17.5
10:00am-10:59am 79 9.0 9.0 26.5
11:00am-11:59am 111 12.7 12.7 39.2
12 noon-12:59pm 97 11.1 11.1 50.2
1:00pm-1:59pm 147 16.8 16.8 67.0
2:00pm-2:59pm 120 13.7 13.7 80.7
3:00pm-3:59pm 97 11.1 11.1 91.8
4:00pm-4:59pm 36 4.1 4.1 95.9
5:00pm-5:59pm 36 4.1 4.1 100.0
Total 876 100.0 100.0
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Day of

Week

Frequency Percent Valid Percent Cumulative Percent
Valid Monday 133 15.2 15.2 15.2
Tuesday 94 10.7 10.7 25.9
Wednesday 181 20.7 20.7 46.6
Thursday 205 23.4 23.4 70.0
Friday 117 13.4 13.4 83.3
Saturday 70 8.0 8.0 91.3
Sunday 76 8.7 8.7 100.0
Total 876 100.0 100.0
Language of Survey
Frequency Percent Valid Percent Cumulative Percent
Valid English 834 95.2 95.2 95.2
Spanish 42 4.8 4.8 100.0
Total 876 100.0 100.0
Bus Route
Cumulative
Frequency Percent Valid Percent Percent
Valid 1 268 30.6 30.6 30.6
8 15 1.7 1.7 32.3
9 78 8.9 8.9 41.2
12 15 1.7 1.7 42.9
20 23 2.6 2.6 45.5
22 36 4.1 4.1 49.7
26 44 5.0 5.0 54.7
28 59 6.7 6.7 61.4
32 52 5.9 5.9 67.4
33 13 15 15 68.8
34 69 7.9 7.9 76.7
35 26 3.0 3.0 79.7
38 92 10.5 10.5 90.2
39 19 2.2 2.2 92.4
41 57 6.5 6.5 98.9
45 9 1.0 1.0 99.9
58 1 1 1 100.0
Total 876 100.0 100.0
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Number of One-way Trips per Week

Cumulative
Frequency Percent Valid Percent Percent

Valid 0 6 4 4 V4
1 46 53 5.7 6.5
2 113 12.9 14.1 20.5
3 53 6.1 6.6 27.1
4 108 12.3 13.4 40.6
5 63 7.2 7.8 48.4
6 66 7.5 8.2 56.7
7 33 3.8 4.1 60.8
8 42 4.8 5.2 66.0
9 5 .6 .6 66.6
10 110 12.6 13.7 80.3
11 2 2 .2 80.6
12 32 3.7 4.0 84.6
14 34 3.9 4.2 88.8
15 9 1.0 1.1 89.9
16 5 .6 .6 90.5
17 2 2 2 90.8
18 5 .6 .6 91.4
20 23 2.6 2.9 94.3
21 1 A A 94.4
24 4 .5 .5 94.9
25 2 2 2 95.1
26 1 A A 95.3
28 1 A A 95.4
30 19 2.2 2.4 97.8
35 5 .6 .6 98.4
36 2 2 2 98.6
38 1 A A 98.8
40 2 2 2 99.0
45 1 1 1 99.1
50 6 N4 N4 99.9
60 1 A A 100.0
Total 803 91.7 100.0

Missing System 73 8.3

Total 876 100.0
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Trips Categorized

Cumulative
Frequency Percent Valid Percent Percent
Valid Less than 5 326 37.2 40.6 40.6
5-8 204 23.3 25.4 66.0
9-12 149 17.0 18.6 84.6
13 or more 124 14.2 15.4 100.0
Total 803 91.7 100.0
Missing System 73 8.3
Total 876 100.0
Purpose of Typical FAX Bus Trip
Freguency Percent Valid Percent Cumulative Percent
Valid College 102 11.6 11.8 11.8
High/Middle/Elementary School 81 9.2 9.4 21.2
Work/Business 274 31.3 31.7 53.0
Shopping 138 15.8 16.0 68.9
Errands/Personal 173 19.7 20.0 89.0
Recreation/Social 19 2.2 2.2 91.2
Medical/Dental 57 6.5 6.6 97.8
Other 19 2.2 2.2 100.0
Total 863 98.5 100.0
Missing System 13 1.5
Total 876 100.0
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Other Purpose Specified

Frequency Percent Valid Percent Cumulative Percent
Valid 865 98.7 98.7 98.7
A variety of all the above except 1 A1 A1 98.9
for k-12 education
all 1 1 1 99.0
Blue Sky for Veterans & Seniors 1 1 1 99.1
church 1 1 1 99.2
day programs 2 2 .2 99.4
housing 1 1 1 99.5
Just to ride 1 1 1 99.7
need a ride 1 A 1 99.8
pass time 1 1 1 99.9
Volunteer work 1 1 1 100.0
Total 876 100.0 100.0

Years /Months Riding FAX

Frequency Percent Valid Percent Cumulative Percent

Valid A1 124 14.2 14.2 14.2
2 7 .8 .8 15.0

-3 12 1.4 1.4 16.3

-3 6 7 7 17.0

A4 7 8 8 17.8

5 12 1.4 1.4 19.2

.6 8 .9 .9 20.1

4 1 1 1 20.2

.8 2 2 2 20.4

.8 1 1 1 20.5

9 1 1 1 20.7

1.0 26 3.0 3.0 23.6

1.1 8 .9 .9 24.5

1.2 10 1.1 1.1 25.7

1.3 3 .3 .3 26.0

1.3 1 1 1 26.1

1.4 1 1 1 26.3

15 5 .6 .6 26.8

1.7 2 2 .2 27.1

2.0 43 4.9 4.9 32.0
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35.0 4 .5 .5 95.2
36.0 3 .3 &) 95.5
37.0 2 2 2 95.8
39.0 2 .2 2 96.0
40.0 13 1.5 1.5 97.5
40.2 2 .2 2 97.7
41.0 3 .3 .3 98.1
41.1 1 1 1 98.2
42.1 2 .2 .2 98.4
45.3 1 1 1 98.5
46.0 2 2 .2 98.7
47.0 2 .2 .2 99.0
50.0 1 1 1 99.1
51.0 2 2 .2 99.3
55.0 2 2 .2 99.5
60.0 3 .3 .3 99.9
63.0 1 1 1 100.0
Total 876 100.0 100.0
Tenure categorized
Freguency Percent Valid Percent Cumulative Percent
Valid Less than one year 181 20.7 20.7 20.7
1-to-less than 3 years 116 13.2 13.2 33.9
3-to-less than 5 years 100 11.4 11.4 45.3
5-to-less than 10 years 127 14.5 14.5 59.8
10-to-less than 20 years 352 40.2 40.2 100.0
Total 876 100.0 100.0
Years Riding FAX
Frequency Percent Valid Percent Cumulative Percent
Valid 0 181 20.7 20.7 20.7
1 56 6.4 6.4 27.1
2 60 6.8 6.8 33.9
3 57 6.5 6.5 40.4
4 43 4.9 4.9 45.3
5 59 6.7 6.7 52.1
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Years Riding FAX

Frequency Percent Valid Percent Cumulative Percent
6 33 3.8 3.8 55.8
7 19 2.2 2.2 58.0
8 12 1.4 1.4 59.4
9 4 .5 .5 59.8
10 71 8.1 8.1 67.9
11 9 1.0 1.0 68.9
12 10 1.1 1.1 70.1
13 11 1.3 1.3 71.3
14 1 1 1 71.5
15 41 4.7 4.7 76.1
16 2 2 .2 76.4
17 4 .5 5 76.8
18 9 9 77.7
19 4 5 .5 78.2
20 55 6.3 6.3 84.5
21 5 .6 .6 85.0
22 N4 N4 85.7
23 4 .5 .5 86.2
24 2 2 86.4
25 25 2.9 2.9 89.3
26 2 2 2 89.5
27 3 .3 .3 89.8
28 5 .6 .6 90.4
29 1 A A 90.5
30 30 3.4 3.4 93.9
31 1 1 1 94.1
32 4 .5 .5 94.5
34 2 2 2 94.7
35 4 .5 .5 95.2
36 3 .3 .3 95.5
37 2 2 2 95.8
39 2 2 2 96.0
40 15 1.7 1.7 97.7
41 4 .5 .5 98.2
42 2 2 98.4
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Years Riding FAX

Frequency Percent Valid Percent Cumulative Percent
45 1 1 1 98.5
46 2 2 2 98.7
47 2 .2 2 99.0
50 1 1 1 99.1
51 2 .2 2 99.3
55 2 .2 2 99.5
60 3 .3 .3 99.9
63 1 1 1 100.0
Total 876 100.0 100.0
Months Riding FAX
Frequency Percent Valid Percent Cumulative Percent
Valid 0 481 54.9 54.9 54.9
1 144 16.4 16.4 71.3
2 67 7.6 7.6 79.0
3 42 4.8 4.8 83.8
4 16 1.8 1.8 85.6
5 20 2.3 2.3 87.9
6 44 5.0 5.0 92.9
7 29 3.3 3.3 96.2
8 13 15 15 97.7
9 6 N4 N4 98.4
10 9 1.0 1.0 99.4
11 5 .6 .6 100.0
Total 876 100.0 100.0
Use Electronic Fare Payment
Frequency Percent Valid Percent Cumulative Percent
Valid Yes 680 77.6 80.1 80.1
No 169 19.3 19.9 100.0
Total 849 96.9 100.0
Missing System 27 3.1
Total 876 100.0
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Use Mobile Apps

Frequency Percent Valid Percent Cumulative Percent
Valid Yes 590 67.4 69.2 69.2
No 263 30.0 30.8 100.0
Total 853 97.4 100.0
Missing System 23 2.6
Total 876 100.0
Which Mobile App Used
Freguency Percent Valid Percent Cumulative Percent
Valid MyFAXBus 287 32.8 50.3 50.3
Google Transit 200 22.8 35.0 85.3
Moovit 44 5.0 7.7 93.0
Other 40 4.6 7.0 100.0
Total 571 65.2 100.0
Missing System 305 34.8
Total 876 100.0
Other Mobile App Specified
Freguency Percent Valid Percent Cumulative Percent
Valid 853 97.4 97.4 97.4
bus book 1 A 1 97.5
bus stops 1 1 1 97.6
downloaded bus schedule 1 1 1 97.7
google maps 7 8 8 98.5
Google maps 1 1 1 98.6
Google Maps 1 1 1 98.7
Google Maps. 2 2 .2 99.0
google/facebook 1 1 1 99.1
maps 4 5 5 99.5
Maps 2 2 2 99.8
schedule 1 1 1 99.9
screenshots of FAX route 1 1 1 100.0
Total 876 100.0 100.0
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Which Mobile App Used

Frequency Percent Valid Percent Cumulative Percent
Valid Google Transit 95 10.8 68.8 68.8
Moovit 20 2.3 14.5 83.3
Other 23 2.6 16.7 100.0
Total 138 15.8 100.0
Missing System 738 84.2
Total 876 100.0
Other Mobile App Specified
Freguency Percent Valid Percent Cumulative Percent
Valid 865 98.7 98.7 98.7
621.ride 2 2 2 99.0
Book schedule 1 1 1 99.1
fax maps 1 1 1 99.2
google 2 2 2 99.4
google maps 1 1 1 99.5
Google Maps 1 1 1 99.7
look at schedule maps 1 1 1 99.8
maps 2 2 2 100.0
Total 876 100.0 100.0
Which Mobile App Used
Frequency Percent Valid Percent Cumulative Percent
Valid Google Transit 1 1 25.0 25.0
Moovit .3 75.0 100.0
Total 4 .5 100.0
Missing System 872 99.5
Total 876 100.0
Which Mobile App Used
Frequency Percent Valid Percent Cumulative Percent
Valid Other 2 2 100.0 100.0
Missing System 874 99.8
Total 876 100.0

Best Way to Communicate

Frequency

Percent Valid Percent Cumulative Percent
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Valid Rider Alerts 194 22.1 235 23.5

FAX Web Site 102 11.6 12.3 35.8
FAX Newsletter/E-mail 123 14.0 14.9 50.7
Flyers on Buses 141 16.1 17.1 67.8
Audio Announcements on Buses 69 7.9 8.4 76.2
MyFAXBus App 66 7.5 8.0 84.1
Newspaper Ads 16 1.8 1.9 86.1
Social Media 63 7.2 7.6 93.7
Phone/Text 25 2.9 3.0 96.7
Other 27 3.1 3.3 100.0
Total 826 94.3 100.0

Missing System 50 5.7

Total 876 100.0

Other Communication Specified

Freguency Percent Valid Percent Cumulative Percent
Valid 865 98.7 98.7 98.7
bus riders 1 1 1 98.9
friendly us drivers 1 1 1 99.0
I'm usually homeless, so word of 2 2 2 99.2
mouth
in person 1 1 1 99.3
Local news 1 A 1 99.4
mail 1 A A 99.5
N/A 1 A A 99.7
none 1 1 1 99.8
remember this time for 20 years 1 1 1 99.9
schedule book 1 A 1 100.0
Total 876 100.0 100.0
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Best Way to Communicate

Frequency Percent Valid Percent Cumulative Percent
Valid Rider Alerts 3 0 7 N
FAX Web Site 29 3.3 7.0 7.7
FAX Newsletter/E-mail 34 3.9 8.2 15.8
Flyers on Buses 56 6.4 13.4 29.3
Audio Announcements on Buses 84 9.6 20.1 49.4
MyFAXBus App 56 6.4 13.4 62.8
Newspaper Ads 24 2.7 5.8 68.6
Social Media 115 13.1 27.6 96.2
Phone/Text 7 .8 1.7 97.8
Other 9 1.0 2.2 100.0
Total 417 47.6 100.0
Missing System 459 52.4
Total 876 100.0

Other Communication Specified

Frequency Percent Valid Percent Cumulative Percent

Valid 863 98.5 98.5 98.5

cell phone 2 2 2 98.7

Fax book 1 A 1 98.9

message 1 1 1 99.0

MTC Reps 1 A 1 99.1

phone 1 1 1 99.2

Phone 1 A A 99.3

phone call 2 2 2 99.5

text 3 .3 3 99.9

us postal 1 1 1 100.0

Total 876 100.0 100.0
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Access to Car/Other Vehicle

Frequency Percent Valid Percent Cumulative Percent
Valid Yes 241 27.5 29.8 29.8
No 569 65.0 70.2 100.0
Total 810 92.5 100.0
Missing System 66 7.5
Total 876 100.0

Why Use FAX--Not Vehicle

Freguency Percent Valid Percent Cumulative Percent
Valid 673 76.8 76.8 76.8
better for the environment. 1 1 1 76.9
just as efficient as a car. 1 1 1 77.1
Porque el auto lo usa mi esposo 1 A1 1 77.2
para el trabajo
A fun day trip with my young son. 1 1 1 77.3
Affordable 2 2 2 77.5
age factor + DUI Classes 1 1 1 77.6
Avoid parking issue/costs, car not 2 2 2 77.9
working/available
Because as a single mom that 1 1 1 78.0
goes to college, | had to take
decisions on what bill pay first and
rent being the most important my
car has an expired tag and I'm
saving up to get registration up to
date
Because | came home from work 1 A A1 78.1
late at night so there is no FAX
service anymore
Because | don't have my license. 2 2 2 78.3
Because my spouse using the car 1 A1 A1 78.4
to go to work so we share the car
Bicycle 1 1 1 78.5
boyfriend needs it for work 1 1 1 78.7
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Why Use FAX--Not Vehicle

Frequency Percent Valid Percent Cumulative Percent
But every now and them i get a 1 1 A1 78.8
ride in a car. i take the FAX bus
most of the time
Car broke 1 1 1 78.9
car broke down 1 1 1 79.0
car can't function for many miles, 1 A1 A1 79.1
very limited on what to use it for
Car in the shop, or don’t have 1 1 1 79.2
enough gas money
car is down 1 1 1 79.3
car is not mine. don't always have 1 A1 A1 79.5
someone to take me places
Car needs to be fixed 1 1 1 79.6
car not reliable 1 1 1 79.7
car repairs 1 1 1 79.8
car works for long distance trips 1 1 1 79.9
only
carbon footprint. 1 1 1 80.0
change of pace 1 1 1 80.1
Change of scenery 1 1 1 80.3
cheap 1 1 1 80.4
cheaper 4 5 5 80.8
cheaper than car 1 1 1 80.9
Conflict of scheduling 1 1 1 81.1
convenience 1 1 1 81.2
convenience- low cost 1 1 1 81.3
convenient ride courtesy to us 1 1 1 81.4
when riders i can get to go to my
destination/arrival time
cost and parking hassle 1 1 1 81.5
different schedule from spouse 1 1 1 81.6
Don’t have to worry about other 1 1 A1 81.7
drivers
drivers make it easy 1 1 1 81.8
easier 1 1 1 82.0
energy conservation 1 1 1 82.1
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Why Use FAX--Not Vehicle

Frequency Percent Valid Percent Cumulative Percent
enjoy other people 1 1 1 82.2
enjoy ride the bus 1 1 1 82.3
enjoy the ride 1 1 1 82.4
environment 2 2 .2 82.6
environmental reasons 1 1 1 82.8
Exercise. 2 2 .2 83.0
Experience. And to stay grounded 1 1 1 83.1
extend bike trips 1 1 1 83.2
FAX helps environment, saves on 1 1 A1 83.3
gas money, keeps people
connected to the community,
enjoy the ride
FAX is less expensive 1 1 1 83.4
Fax more convenient 1 1 1 83.6
For change 1 1 1 83.7
for work 2 .2 2 83.9
free fares with fresno state ID 1 A 1 84.0
card. less co2 emitted/ mile by
bus than personal car
Fun 1 1 A 84.1
Gas 1 1 A 84.2
gas are to high right now 1 1 1 84.4
gas is expensive 1 1 1 84.5
Gasoline is expensive 1 1 1 84.6
get off different time 1 1 1 84.7
Help with climate change and with 1 1 1 84.8
local air quality
Helps save gas and reduces 1 1 1 84.9
polution
husband drives 1 A 1 85.0
Husband usually uses it for work 1 1 1 85.2
| am a care giver, to help my 1 A1 A1 85.3
clients
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Why Use FAX--Not Vehicle

Frequency Percent Valid Percent Cumulative Percent
| believe in public transportation. It 1 A1 A1 85.4
is safe, reliable, better for the
environment, and it’s often times
just as efficient as a car.
| don't always have a ride 2 .2 .2 85.6
| don&€™1 drive so when | can, | 1 A 1 85.7
like to ride the bus for my own
independence and also it’s better
for the environment.
| have e-tricycle and a segway 1 A1 A1 85.8
electric scooter
| have no license 1 1 1 86.0
| just do 1 1 1 86.1
| like taking the bus. I can chill out 1 A1 1 86.2
and it feels safer than driving.
| like to enjoy the ride, and see the 1 A A1 86.3
city from the passenger seat.
| like to have the commute time to 1 A A 86.4
relax instead of paying attention to
traffic, | don't have to worry about
parking. | believe taking public
transit makes cities nicer for
everyone; less pollution, |
| need for volunteer work and 1 A A1 86.5
doctors appointments, pay bills
| only get use of car part time. It 1 1 1 86.6
belongs to my sister.
| ride because it is much better for 1 A A1 86.8
the planet than driving. | want to
live in a Fresno one day where
FAX is used by more than a
guarter of city residents everyday.
| ride free. 1 A 1 86.9
| think it's very convenient and 1 A1 A1 87.0
quick for me
| use it because my parents don't 1 A1 A1 87.1
take me anywhere
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Why Use FAX--Not Vehicle

Frequency Percent Valid Percent Cumulative Percent
| use it because, it's more 1 A1 A1 87.2
convenient
| use it because, it's more 1 A1 A1 87.3
convenient and cleaner for the
environment then my vehicle.
If you want to know the pace of 1 A1 A1 87.4
any city, hop on their public
transit. A lot easier east/west #9
to fresno st
I’m a minor and broke 1 1 1 87.6
Inconvenience of other 1 A A1 87.7
transportation.
It is less expensive 1 1 1 87.8
it is not my car 1 1 1 87.9
it's cheaper to ride FAX- if i drive i 1 A1 1 88.0
have to pay for parking and gas
It's not mine it's my brothers 1 1 1 88.1
it's not my personal car 1 1 1 88.2
It's good to save on gas 1 1 1 88.4
It's cheaper and my car ride is not 1 A1 1 88.5
as consistent
It’s free for fresno state students. 1 A 1 88.6
It’s free for fresno state students. 1 A A1 88.7
So when there's connectivity i
choose fax.
Just for the heck of it and 1 A A1 88.8
sometimes when something
happens that | need to use it
Just to use the car less 3 .3 3 89.2
less expensive 1 1 1 89.3
less stress 1 A 1 89.4
limited income, disabled veteran 1 A 1 89.5
lyft and uber have increased 1 A1 1 89.6
charges
Mass Transit important 1 1 1 89.7
more faster 1 A 1 89.8
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Why Use FAX--Not Vehicle

Frequency Percent Valid Percent Cumulative Percent

my brother does not want to drop 1 A1 A1 90.0
me off that’s why i take the bus
my brother has other 1 A1 A1 90.1

responsibilities as well

my brother uses it 1 1 1 90.2
My car is not working 1 1 1 90.3
My child rides to get to school 3 .3 .3 90.6

when | am unable to drop off
My husband and | share the car. 1 A1 A1 90.8
So when | have to go to the office

| take bus while he’s at work

My neighbor isn't available to 1 A1 1 90.9
drive me.

My vehicle is unreliable 1 1 1 91.0
NEEDED THE VEHICLE FOR 1 1 1 91.1

ANOTHER ERRAND.

no drivers license (medical) 1 1 1 91.2
no gas money 1 1 1 91.3
no license 1 1 1 91.4
not available 1 1 1 91.6
Not enough car to use 1 1 1 91.7
Occasionally taking a bus can 1 1 1 91.8
make people feel happy and calm
down to see the scenery outside
and the movement of people
other people use same vehicle 1 1 1 91.9
parking difficult 1 1 1 92.0
parking tough 1 1 1 92.1
reasonable fares 1 1 1 92.2
reduce air pollution, 1 1 A 92.4
reduces pollution 1 1 1 92.5
relax 1 1 1 92.6
Relax 1 1 1 92.7
Ride with family as a trip 1 1 1 92.8
safe 2 2 .2 93.0
safer 1 1 1 93.2
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Why Use FAX--Not Vehicle

Frequency Percent Valid Percent Cumulative Percent
safety 1 1 1 93.3
save gas 4 5 5 93.7
Save gas and money 1 1 1 93.8
Save gas. 2 2 .2 94.1
save money 5 6 .6 94.6
Save money 1 1 1 94.7
save money (gas and parking 1 1 A1 94.9
permit) & exercise walking
save money on gas 1 A A 95.0
save money, best way to go 1 A A 95.1
across town, emergency rides
only-only way to travel
Save on gas 3 3 .3 95.4
Saves me money on gas, is better 1 A1 1 95.5
for the environment (less pollution
by my car), and so | don’t have to
drive and | can do other things
while riding the bus.
Saves money and time 1 1 1 95.7
saving gas 2 .2 .2 95.9
Saving money, driving on the road 2 2 2 96.1
is too tiring.
Share a vehicle 2 2 2 96.3
Share a vehicle with significant 1 1 1 96.5
other
share car 2 2 2 96.7
Shared vehicle 1 A1 1 96.8
shopping for large items or long 1 1 1 96.9
distance
Siblings take it to work and also | 1 1 1 97.0
don't know how to drive a car
so that | don't tie up the only car 1 A1 A1 97.1
my family owns for a whole day
Sometime not available 1 A 1 97.3
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Why Use FAX--Not Vehicle

Frequency Percent Valid Percent Cumulative Percent
Sometimes | am sick and can't 1 A1 A1 97.4
drive. No one is free to give me a
ride. Need to see my drs.
sometimes its easier to ride the 1 A1 A1 97.5
bus
Sometimes my boyfriend need it 1 A1 A1 97.6
for work so | don’t want to be
stuck at home so | take the bus
Sometimes to save gas or if I'm 1 A1 1 97.7
drunk or hungover. Sometimes
just cause
Stress free 1 1 1 97.8
Take homeless students back and 1 A A1 97.9
forth
That car would be needing repairs 1 1 1 98.1
the place | need to go is close and 2 2 2 98.3
has limited parking
Tire flat currently 1 1 1 98.4
To help reduce vehicle pollution 1 1 1 98.5
To much hassle to arrange rides 2 2 2 98.7
with friends
to save gas and pollution 1 1 1 98.9
transportation with someone 1 1 1 99.0
Vehicle down 1 A 1 99.1
walk 1 A A 99.2
We have one car and my husband 1 1 1 99.3
takes it to work so if | have doctor
appointments, i take the bus.
Also, when our car brakes down.
When | have to share my car 2 2 .2 99.5
when not available 1 A 1 99.7
wife is busy with our daughters 2 2 2 99.9
activities
yes for medical 1 1 1 100.0
Total 876 100.0 100.0
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Why Use FAX Coded

Frequency Percent Valid Percent Cumulative Percent

Valid Save on Gasoline/Bus Less 55 6.3 27.1 27.1
Expensive
Shared Vehicle Not Available 36 4.1 17.7 44.8
Ride not Available 13 1.5 6.4 51.2
Bus Easier/More Relaxing 27 3.1 13.3 64.5
Cannot Drive/No License 7 .8 3.4 68.0
Car Being Repaired/Not Reliable 13 1.5 6.4 74.4
Parking at Destination Difficult 7 .8 3.4 77.8
Good for Environment 19 2.2 9.4 87.2
Take Bicycle on Bus 3 .3 15 88.7
Safe 5 .6 2.5 91.1
Exercise/Fun 9 1.0 4.4 95.6
Other 9 1.0 4.4 100.0
Total 203 23.2 100.0

Missing System 673 76.8

Total 876 100.0
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Most Important Bus Service

Frequency Percent Valid Percent Cumulative Percent

Valid On-Time Performance 202 23.1 31.0 31.0
Frequency of Buses 62 7.1 9.5 40.6
Time to Complete Trip 38 4.3 5.8 46.4
Cleanliness Inside Bus 24 2.7 3.7 50.1
COVID Safety Precautions 22 2.5 3.4 53.5
Cleanliness of Bus Stops and 15 1.7 2.3 55.8
Stations
Personal Safety On-Board 26 3.0 4.0 59.8
Personal Safety at Bus Stops and 21 2.4 3.2 63.0
Stations
Driver Courtesy 30 3.4 4.6 67.6
Driver Helpfulness 30 3.4 4.6 72.2
Driver Driving Skills 12 1.4 1.8 74.0
Driver Safety Awareness 16 1.8 2.5 76.5
Comfort of Bus 13 1.5 2.0 78.5
Availability of Route/Schedule Info 20 2.3 3.1 81.6
Hours of Operation Weekdays 20 2.3 3.1 84.6
Hours of Operation Weekends 28 3.2 4.3 88.9
Closeness of Bus Stops to Home 17 1.9 2.6 91.6
Closeness of Bus Stops to 13 1.5 2.0 93.5
Destination
Accessibility for People with 13 1.5 2.0 95.5
Disabilities
Quality of Audio and Visual 12 1.4 1.8 97.4
Announcements on Bus
Value for the Price 17 1.9 2.6 100.0
Total 651 74.3 100.0

Missing System 225 25.7

Total 876 100.0
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Second Most Important Bus Service

Frequency Percent Valid Percent Cumulative Percent

Valid On-Time Performance 76 8.7 14.6 14.6
Frequency of Buses 77 8.8 14.8 29.3
Time to Complete Trip 28 3.2 5.4 34.7
Cleanliness Inside Bus 39 4.5 7.5 42.1
COVID Safety Precautions 22 2.5 4.2 46.4
Cleanliness of Bus Stops and 16 1.8 3.1 49.4
Stations
Personal Safety On-Board 30 3.4 5.7 55.2
Personal Safety at Bus Stops and 35 4.0 6.7 61.9
Stations
Driver Courtesy 25 2.9 4.8 66.7
Driver Helpfulness 17 1.9 3.3 69.9
Driver Driving Skills 11 1.3 2.1 72.0
Driver Safety Awareness 18 2.1 3.4 75.5
Comfort of Bus 14 1.6 2.7 78.2
Availability of Route/Schedule Info 19 2.2 3.6 81.8
Hours of Operation Weekdays 11 1.3 2.1 83.9
Hours of Operation Weekends 29 3.3 5.6 89.5
Closeness of Bus Stops to Home 13 1.5 2.5 92.0
Closeness of Bus Stops to 20 2.3 3.8 95.8
Destination
Accessibility for People with 9 1.0 1.7 97.5
Disabilities
Quality of Audio and Visual 5 .6 1.0 98.5
Announcements on Bus
Value for the Price 8 .9 1.5 100.0
Total 522 59.6 100.0

Missing System 354 40.4

Total 876 100.0
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Important to Have WiFi on Bus

Frequency Percent Valid Percent Cumulative Percent
Valid Very Important 313 35.7 41.4 41.4
Important 114 13.0 15.1 56.5
Slightly Important 125 14.3 16.5 73.0
Slightly Unimportant 49 5.6 6.5 79.5
Unimportant 79 9.0 10.4 89.9
Very Unimportant 76 8.7 10.1 100.0
Total 756 86.3 100.0
Missing System 120 13.7
Total 876 100.0
Active Duty Military or Veteran
Frequency Percent Valid Percent Cumulative Percent
Valid Yes 77 8.8 9.4 9.4
No 744 84.9 90.6 100.0
Total 821 93.7 100.0
Missing System 55 6.3
Total 876 100.0
Work Status
Freguency Percent Valid Percent Cumulative Percent
Valid Employed Full-Time 206 23.5 25.3 25.3
Employed Part-Time 113 12.9 13.9 39.2
Self-Employed 47 5.4 5.8 45.0
Student and Employed 56 6.4 6.9 51.8
Student and Not Employed 85 9.7 10.4 62.3
Homemaker 26 3.0 3.2 65.5
Retired 69 7.9 8.5 74.0
Unemployed 103 11.8 12.7 86.6
Disabled Unable to Work 109 12.4 13.4 100.0
Total 814 92.9 100.0
Missing System 62 7.1
Total 876 100.0

Last Grade in School Completed
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Frequency Percent Valid Percent Cumulative Percent
Valid Less than 8th Grade 49 5.6 6.2 6.2
Some High School 105 12.0 13.2 19.3
High School Graduate 338 38.6 42.5 61.8
Vocational/Technical School 96 11.0 12.1 73.9
College Graduate 169 19.3 21.2 95.1
Post-Graduate Education 39 4.5 4.9 100.0
Total 796 90.9 100.0
Missing System 80 9.1
Total 876 100.0
Ethnic Background
Frequency Percent Valid Percent Cumulative Percent
Valid Hispanic 343 39.2 42.5 42.5
White/Caucasian 215 24.5 26.6 69.1
Black/African American 118 13.5 14.6 83.8
Asian/Southeast Asian 28 3.2 3.5 87.2
American Indian 17 1.9 2.1 89.3
Pacific Islander 3 .3 4 89.7
Middle Eastern 1 A 1 89.8
Mixed Ethnicities 60 6.8 7.4 97.3
Other 22 25 2.7 100.0
Total 807 92.1 100.0
Missing System 69 7.9
Total 876 100.0
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Recoded Ethnicity--elim small categories

Frequency Percent Valid Percent Cumulative Percent
Valid Hispanic 343 39.2 42.5 42.5
White/Caucasian 215 24.5 26.6 69.1
Black/African American 118 13.5 14.6 83.8
Asian/Southeast Asian/Pacific 31 35 3.8 87.6
Islander
American Indian 17 1.9 2.1 89.7
Mixed Ethnicities 60 6.8 7.4 97.1
Other 23 2.6 2.9 100.0
Total 807 92.1 100.0
Missing System 69 7.9
Total 876 100.0
Asian Specified
Frequency Percent Valid Percent Cumulative Percent
Valid 859 98.1 98.1 98.1
Asian Indian 1 1 1 98.2
Cambodian 2 2 2 98.4
Chinese 1 1 1 98.5
Hmong 2 2 2 98.7
Hmong 2 2 2 99.0
India 1 1 1 99.1
Indian 1 A 1 99.2
Indonesia 1 1 1 99.3
Laos, Hmong 2 2 2 99.5
Laotian 1 1 1 99.7
Malaysia 1 1 1 99.8
Viethamese 1 1 1 99.9
Viethamese 1 1 1 100.0
Total 876 100.0 100.0
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Mixed Ethnicities Specified

Frequency Percent Valid Percent Cumulative Percent

Valid 823 93.9 93.9 93.9
African American/middle 1 A1 1 94.1
easterner
black/Mexican 1 1 1 94.2
black/white 2 2 .2 94.4
black/white/native American 1 1 1 94.5
European/Black native 1 1 1 94.6
Filipino/Caucasian 1 1 1 94.7
Filipino/Mexican 1 1 1 94.9
Hisp/White 2 2 .2 95.1
Hispanic/African American 2 2 .2 95.3
Hispanic (25% Native American), 1 1 1 95.4
66% European
Hispanic and black 1 1 1 95.5
Hispanic, White/Caucasian 1 1 1 95.7
Hispanic/ African American 2 .2 .2 95.9
Hispanic/ African American 1 1 1 96.0
Hispanic/ pacific islander 2 .2 .2 96.2
Hispanic/ white 2 .2 .2 96.5
Hispanic/African American 1 1 1 96.6
Hispanic/African American 1 1 1 96.7
Hispanic/African American /Asian 1 1 1 96.8
Hispanic/American Indian 6 7 7 97.5
Hispanic/gypsy 1 1 1 97.6
Hispanic/indigenous 1 1 1 97.7
Hispanic/pacific islander 1 1 1 97.8
Hispanic/white 3 .3 .3 98.2
Hispanic/white 1 1 1 98.3
Hispanic/white/African American 1 1 1 98.4
/Asian
Indian/black 1 A 1 98.5
Mexican/Cambodian 1 A 1 98.6
Mexican/Chinese 1 A 1 98.7
multiple races 1 1 1 98.9
Non-Hispanic White and Asian 1 1 1 99.0
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Puerto Rican/ white 1 1 1 99.1
Vietnamese/Hispanic 2 .2 2 99.3
White and Asian 1 1 1 99.4
White/American Indian 1 1 1 99.5
White/American Indian/pacific 1 A1 1 99.7
islander
White/Hispanic 1 1 1 99.8
White/Hispanic 1 1 1 99.9
White/Mexican 1 1 1 100.0
Total 876 100.0 100.0
Other Ethnicity Specified
Frequency Percent Valid Percent Cumulative Percent
Valid 872 99.5 99.5 99.5
all 2 2 .2 99.8
American 1 1 1 99.9
human 1 1 1 100.0
Total 876 100.0 100.0
Respondent Age
Frequency Percent Valid Percent Cumulative Percent
Valid Under 18 a7 5.4 6.3 6.3
18-34 241 27.5 32.3 38.6
35-54 270 30.8 36.1 74.7
55-74 171 19.5 22.9 97.6
75 or more 18 2.1 2.4 100.0
Total 747 85.3 100.0
Missing System 129 14.7
Total 876 100.0
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Household Income for Year--2021

Frequency Percent Valid Percent Cumulative Percent
Valid Less than $10,000 257 29.3 41.4 41.4
$10,000-$19,999 139 15.9 22.4 63.8
$20,000-$29,999 59 6.7 9.5 73.3
$30,000-$39,999 50 5.7 8.1 81.3
$40,000-$49,999 32 3.7 5.2 86.5
$50,000-$74,999 29 3.3 4.7 91.1
$75,000-$99,999 22 2.5 3.5 94.7
$100,000 or More 33 3.8 5.3 100.0
Total 621 70.9 100.0
Missing Do Not Know 139 15.9
System 116 13.2
Total 255 29.1
Total 876 100.0

Household Size

Frequency Percent Valid Percent Cumulative Percent
Valid 1 196 22.4 26.5 26.5
2 165 18.8 22.4 48.8
3 131 15.0 17.7 66.6
4 98 11.2 13.3 79.8
5 59 6.7 8.0 87.8
6 47 5.4 6.4 94.2
7 22 2.5 3.0 97.2
8 9 1.0 1.2 98.4
9 2 2 .3 98.6
10 5 .6 7 99.3
11 4 5 5 99.9
12 1 1 1 100.0
Total 739 84.4 100.0
Missing System 137 15.6
Total 876 100.0
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Household Size Categorized

Frequency Percent Valid Percent Cumulative Percent
Valid 1 196 22.4 26.5 26.5
2 165 18.8 22.4 48.8
3 131 15.0 17.7 66.6
4 98 11.2 13.3 79.8
5 59 6.7 8.0 87.8
6 47 54 6.4 94.2
7-8 31 3.5 4.2 98.4
9 or more 12 1.4 1.6 100.0
Total 739 84.4 100.0
Missing System 137 15.6
Total 876 100.0
Gender
Frequency Percent Valid Percent Cumulative Percent
Valid Male 401 45.8 50.0 50.0
Female 394 45.0 49.1 99.1
Other 7 .8 .9 100.0
Total 802 91.6 100.0
Missing System 74 8.4
Total 876 100.0
Consider Yourself Limited in English
Frequency Percent Valid Percent Cumulative Percent
Valid Yes 164 18.7 20.7 20.7
No 591 67.5 74.6 95.3
Do Not Know 37 4.2 4.7 100.0
Total 792 90.4 100.0
Missing System 84 9.6
Total 876 100.0
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Primary Language Spoken in Home

Frequency Percent Valid Percent Cumulative Percent
Valid English 712 81.3 87.7 87.7
Spanish or Spanish Creole 86 9.8 10.6 98.3
Hmong 3 &) 4 98.6
Punjabi 1 1 1 98.8
Other Indic (Indo-Aryan) 1 1 1 98.9
Laotian 2 .2 2 99.1
Mon-Khmer/Cambodian 2 .2 2 99.4
Chinese 2 .2 .2 99.6
Viethamese 1 1 1 99.8
Armenian 1 1 1 99.9
Tagalog 1 1 1 100.0
Total 812 92.7 100.0
Missing System 64 7.3
Total 876 100.0
Recoded Language
Freguency Percent Valid Percent Cumulative Percent
Valid English 712 81.3 87.7 87.7
Spanish 86 9.8 10.6 98.3
Various Asian Languages 14 1.6 1.7 100.0
Total 812 92.7 100.0
Missing System 64 7.3
Total 876 100.0
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Handy Ride 2022 Customer Satisfaction Report
Key Survey Findings

Fresno Area Express (FAX) has elected to conduct a statistically reliable customer opinion and satisfaction
telephone survey among Handy Ride’s customer base. The purpose of the survey is threefold — first, to
provide current information and opinions concerning customer satisfaction about the Handy Ride system,
second to compare the results of this 2022 study with the results of prior satisfaction surveys (in particular,
the 2018, 2014, and 2011 customer satisfaction studies), and third, to indicate any effects that the COVID
pandemic may have had on travel behavior and bus satisfaction. Rea & Parker Research was selected to
conduct the 2022 study, as it was for the 2018 and 2014 studies as well.

The survey was conducted by a random telephone sample of 254 customer respondents selected from a list
of 2,768 Handy Ride customers who had used the system within the past 3 years. This survey was
conducted during the period February 12, 2022 through February 20, 2022. This sample yields a margin of
error of +/-5.9 percent at the 95 percent level of confidence.

Sample

e Nearly two-thirds of respondents (66 percent) are female.

e English is the primary language spoken in the home for over 9 in 10 (92 percent) of respondents.

e Approximately, one-third (34 percent) of respondents are White followed by Hispanic/Latino (33
percent) and African American (19 percent).

e Nearly four-fifths of respondents (78 percent) earn an annual household income of less than
$20,000 (40 percent less than $10,000 and 38 percent between $10,000 and $19,999).

e Over one-fourth of respondents (26 percent) have a college degree or more education while nearly
two-thirds (65 percent) have a high school education or less.

e Nearly one-half of respondents (48 percent) are between 55 and 74 years of age and another 19
percent indicate that they are 75 years of age and above.

e Over one-half of respondents (54 percent) are disabled and unable to work and another 23 percent
are retired.

e The major residential zip codes of the respondents are as follows: 93727 (17 percent), 95726 (10
percent), and 93722, 93706, and 93710 (8 percent each).

e Well over 9 in 10 respondents (94 percent) are neither active-duty military nor a U.S. Veteran.

Handy Ride Customer Trip Characteristics

e Approximately three-fourths (71percent) of Handy Ride customers have used the service for 1.5
years or more, including 51 percent that have used the service for 3 or more years. The current
customers have somewhat less tenure as riders of Handy Ride than the customers in the 2018 and
2014 surveys (76 percent with more than 1.5 years as riders of Handy Ride in 2018 and 77 percent
as riders of 1.5 years or more in 2014). These data reflect an increase in newer riders but
demonstrate overall strong and sustained ridership on the Handy Ride system.

e Over two-fifths (44 percent) of respondents make 1 to 2 one-way trips per week on Handy Ride,
and this is consistent with the results of the 2018 survey where 40 percent of customers made 1 to
2 one-way trips per week and the 2014 survey where 39 percent made 1-2 one-way trips per week.
These findings for 2018 and 2014 represent a substantial change over the 2011 survey where 27
percent made 1-2 trips per week.
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e In 2022, 16 percent plan to take fewer Handy Ride trips in the next three months, and over one-
fourth (28 percent) plan to take the same number of trips. In the prior survey periods, the proportion
of customers planning to take the same number of trips in the coming 3 months was greater than in
2022 (likely related to COVID) and correspondingly, the proportion planning fewer trips was less
in those earlier years. Only 4 percent plan to stop using the Handy Ride service — slightly higher
than in previous years.

e Among the 48 percent of respondents who do not plan to take more Handy Ride trips in the next 3
months, the primary reason for making this decision is that they can make use of other travel modes
(30 percent). Another 25 percent indicated that they have fewer appointments scheduled for them
to attend.

o Nearly one-half (46 percent) of customers in the current survey have taken their most recent Handy
Ride trip within the past 2 weeks. This finding indicates that current customers are making a
substantially lower percentage of trips within the past 2 weeks than customers of previous survey
periods. Current customers gave the following reasons for not taking Handy Ride trips during the
last 3 months — COVID (8 percent), availability of a ride/have car (7 percent), and some degree of
dissatisfaction with Handy Ride (4 percent).

e Three-fifths (60 percent) of customers indicate that their dominant trip purpose made on the Handy
Ride system is going to appointments, such as doctors’ visits. This finding represents a decrease
over the results in 2018 (72 percent with appointments as the dominant trip purpose). The current
finding is more consistent with the results of the 2014 and 2011 surveys where 63 percent and 65
percent respectively indicated that appointments were their most common trip.

Customer Satisfaction with Handy Ride Service

e Handy Ride customers demonstrate a high level of satisfaction with the Fresno Area Express Handy
Ride Service. In fact, 83 percent are either very satisfied (52 percent) or satisfied (31 percent). This
high level of satisfaction is reflected in the overall mean satisfaction rating of 1.81 for the current
survey (mean rating based upon a scale of 1 to 6, where 1 = very satisfied and 6 = very dissatisfied.
This pattern of high satisfaction with the Handy Ride service has been the pattern over the last 18
years — from 2004 to 2022.

¢ Among the five highest-rated Handy Ride features, customers provide the highest mean ratings for
rating for drivers’ safety consciousness (mean of 1.56) followed closely by drivers’ driving skills
(mean of 1.60), reservation staff’s implementation of COVID screening protocols, and drivers’
enforcement of COVID procedures (each a mean of 1.64), and value of Handy Ride service
provided for the price (mean of 1.65). Generally, the mean overall satisfaction ratings for this first
tier of highly-rated features in the 2022 survey are slightly lower than they were in the 2011, 2014,
and 2018 surveys.

e The mean satisfaction ratings for the least highly rated Handy Ride features in the current survey
are as follows: on-time to home or destination (mean of 2.22), locations/methods of payment (mean
of 2.18), scheduled pickups (mean of 2.22), and will-call pickups (mean of 2.41). The overall
finding is that regarding these low-rated features, there is little to no improvement in customer
satisfaction from 2011 to 2022.

e Customers indicate that pickups being on time (27 percent), drivers’ customer service (21 percent),
and waiting times for pickups (9 percent) are most important to their level of satisfaction. This
finding is consistent with the important features indicated by respondents in the 2011, 2014, and

2018 surveys.
3
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Older customers, those who are less likely to use smartphones or the Internet, frequent riders, and
those who have experienced fewer wait time delays are the most satisfied among all subgroups of
Handy Ride users.

Based upon a satisfaction/importance quadrant analysis, drivers’ courtesy is the single strongest
core characteristic that impacts their overall rating of the Handy Ride service as highly satisfactory.
Will-call pickups and scheduled pickups are two characteristics that are in particular need of
improvement. These findings are consistent with the results of the quadrant analysis in the 2018
survey.

The “report card” that was developed for prior surveys shows that Handy Ride has been a consistent
success, with the same high level of satisfaction found in 2011, 2014, and 2018 as well as the
current year. Since 2014, however, customer satisfaction and service improvements are warranted
in the following areas: getting you home to your destination on time, scheduled pickups, and will-
call pickups.

It is apparent that Handy Ride customers feel quite safe on Handy Ride vehicles. Specifically, 98
percent of customers feel either very safe (81 percent) or somewhat safe (17 percent). This is
consistent with the results of the 2018 survey where, once again, nearly everyone (99 percent)
indicated they felt either very safe or somewhat safe.

Handy Ride Time-Related Considerations

The typical Handy Ride trip is 34.0 minutes (mean) and 30 minutes (median). The Handy Ride trip
for 7 in 10 customers (70 percent) is 30 minutes or less. This is very consistent with the results of
the 2018, 2014, and 2011 surveys where 71 percent, 72 percent, and 70 percent respectively had a
typical trip last 30 minutes or less.

It is noteworthy that, in the current survey, the typical mean wait time of 39.8 minutes and the
median wait time of 30 minutes are considerably less than the maximum wait time guideline of 90
minutes allowed for will-call pickups. Moreover, nearly three in five respondents (57 percent)
waited for a will-call pick up for 30 minutes or less. These typical wait times in 2022 are consistent
with the findings in 2014 and 2018 where 53 percent and 59 percent of customers, respectively,
had wait times of 30 minutes or less.

In 2022, just over one-half (51 percent) of customers never waited more than 90 minutes for a will-
call pickup. This finding is statistically consistent with the 2018 survey period where 56 percent
of respondents never waited for a will-call pickup for more than 90 minutes. The 2022 result is also
consistent with the 2014 and 2011 survey periods — 47 percent never waited for more than 90
minutes in 2014 and 51 percent never waited longer than 90 minutes in 2011.

In the current survey, the mean longest wait time for a will-call pickup is 73.9 minutes and the
longest median wait time is 60 minutes — both averages are below the 90-minute maximum that
has been established as a guideline. This service level is consistent with the 2018 survey results
where the mean longest wait time was 73.1 minutes, and the median was also 60 minutes. The wait
times in 2022 and 2018 represent a considerable improvement over the 2014 survey period where
the longest wait time was 82.9 minutes, and the median was 80 minutes.

There is a decline in will-call pickup service represented by the percentage of customers who waited
3 or more times for a will-call pickup. In 2018, only 11 percent waited over 90 minutes on 3 or
more occasions, while in the current year, 20 percent of respondents waited 3 or more times over
90 minutes for a will-call pickup.

In 2022, the mean typical scheduled pickup time is 23.8 minutes, and the median scheduled pickup
time is 20 minutes. Both averages are well within the window established for such scheduled
pickups. In the current survey, 84 percent were picked up in 30 minutes or less. This is quite
consistent with the 2018, 2014, 2011, and 2007 survey periods where 86 percent, 90 percent, 87
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percent, and 92 percent of customers, respectively, were picked up within 30 minutes of their
scheduled pickup time.

e In the current survey period (2022), more than two in five (42 percent) customers never waited
more than 30 minutes for a scheduled pickup. This finding is consistent with the 2018 and 2011
results — in 2018, 40 percent of customers never waited more than 30 minutes for a scheduled
pickup, and in 2011, 42 percent never waited more than 30 minutes. However, the results in 2014
represent an anomaly in that one-third (33 percent) of customers waited more than 30 minutes for
a scheduled pickup.

e The mean longest wait for a scheduled pickup in 2022 is 41.5 minutes and the median is 30 minutes.
This result is consistent with the 2018 finding where the longest scheduled pickup wait was 41.4
minutes. These results for 2022 and 2018 show an improvement over the 2014 survey where the
mean wait time was 49.5 minutes and the median wait time was 45 minutes.

e In the current survey, one-fifth (20 percent) of customers always allow a 2-hour window between
their requested pickup time and their scheduled appointment with another 38 percent sometimes
allowing a two-hour window. One-third (33 percent) are more likely to allow one hour or less. In
2018, one-fourth (25 percent) of respondents always allowed a 2-hour window with another 25
percent sometimes allowing a two-hour window.

e Over one-half (52 percent) of Handy Ride customers indicate that a Handy Ride vehicle has never
arrived early for pickup. The finding in 2018 is similar in that 49 percent of customers never
experienced a Handy Ride vehicle arriving early. In the 2011 and 2014 surveys, however, the
findings are different and more favorable — 30 percent and 42 percent of customers, respectively,
had never experienced a Handy Ride vehicle arriving early for pickup.

e Over three-fourths (77 percent) of respondents would find a call helpful reminding them of their
appointment. Among these respondents, 27 percent would find it helpful to have two calls—one
on the night before their trip and another on the day of their trip; 21 percent would want a call on
the same day only, and another 29 percent on the night before only. There is a much stronger interest
in 2022 than there was in 2018 and 2014 regarding such a reminder call.

e Four-fifths (80 percent) of respondents are aware that repeated no-shows can result in a suspension
of service; conversely, 20 percent are not aware of this possibility.

Method of Fare Payment and Electronic Technology

e Customers largely use cash to pay their Handy Ride fare, and this has been the case since 2004. In
the current survey, approximately three-fourths (74 percent) pay their fare with cash. In previous
survey periods, the percentages of customers who paid cash are as follows: 2004 —76 percent; 2007
— 72 percent, 2011 — 71 percent, 2014 — 77 percent, and 2018 — 76 percent. The alternative method
of fare payment is the Handy Ride Pass (26 percent in 2022, 24 percent in 2018, 23 percent in 2014,
and 29 percent in 2011.

o Nearly three-fifths (58 percent) of respondents indicate that they have the use of a smartphone.
This represents a slight increase in the use of a smartphone since the 2018 survey where 55 percent
indicated that they used a smartphone. These findings demonstrate a notable and expected increase
in the use of smartphones between 2014 and 2011 — 24 percent used smartphones in 2014 and 10
percent made use of them in 2011.

¢ In the current year, nearly two-thirds (66 percent) of smartphone users would use a mobile app for
reservations if such an app were available.

¢ Among those customers who use the Internet at least once per week (58 percent), 40 percent have
visited the FAX website. Among those respondents who do not use the Internet at least once per
week, (42 percent), 15 percent have visited the FAX website. In general, 30 percent of all
respondents have visited the FAX website.
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Use of FAX Fixed Route Bus and Exclusive Reliance on Handy Ride

More than 7 in 10 (71) percent of Handy Ride customers either strongly agree (38 percent) or agree
(33 percent) that they are totally dependent upon Handy Ride for their transportation needs. This
represents an increase in Handy Ride dependency since 2018 where 65 percent either strongly
agreed or agreed that they were totally dependent on Handy Ride. The 2014 level of agreement
regarding Handy Ride dependency was 70 percent, and in 2011, the level of dependency was 64
percent.

Two in five (40 percent) customers in the current year occasionally ride a FAX fixed-route bus.
This result is identical to the finding from the 2018 survey. Both the 2022 and 2018 survey findings
represent a considerable increase in the use of the fixed-route bus over the 2014 and 2011 survey
periods (32 percent usage in 2014 and only 18 percent in 2011).

Nearly one-fifth (19 percent) of those who have occasionally used the fixed-route bus did so
because it is convenient to use such a bus to travel to a nearby destination. This reason is followed
by the need to make a last-minute trip and did not have time to make a Handy Ride reservation (17
percent), the ability to travel to places not served by Handy Ride (15 percent) and to take advantage
of the faster bus (9 percent). In 2018, the top reasons why Handy Ride customers used the fixed
buses were the same as in 2022, but in different proportions.

Nearly two-fifths (37 percent) of 2022 Handy Ride customers would consider using wheelchair-
accessible buses if FAX provided free training. This represents a slight increase over the 2018
survey where 33 percent would consider using wheelchair-accessible buses. In 2014 and 2011,
there was considerably less interest in wheelchair-accessible buses among Handy Ride users (2014
—18 percent were interested; in 2011, 10 percent showed some interest).

Covid Protocols

During COVID, nearly two-fifths (38 percent) of respondents took fewer Handy Ride trips. Another
10 percent took more trips and over one-third (33 percent) made no changes in the number of Handy
Ride trips taken during COVID. Nearly one-fifth (18 percent) did not use Handy Ride at all during
COVID.

Among the 82 percent of respondents who used Handy Ride during COVID, over three-fifths (61
percent) used Handy Ride for medical/dental trips. Another 13 percent used Handy Ride for
shopping trips, with social/recreation (7 percent), work/business (6 percent), and errands/personal
(6 percent) following in order.

Among the 56 percent of respondents who took fewer trips or no trips at all on Handy Ride during
COVID, these respondents handled their transportation needs in the following ways: obtained rides
from family and friends (45 percent), stayed home more often (36 percent), used the FAX bus,
medical transport, and their own car (12 percent), and used Uber, Lyft, and taxis (6 percent).

Conclusions

There is strong evidence that Handy Ride customers demonstrate a very high level of satisfaction for the
services provided on the system. This high overall satisfaction with the Handy Ride system has been
sustained and documented over 18 years — since the 2004 Customer Satisfaction Survey. This satisfaction
is further evidenced by a strong record of customer retention.
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Features of the Handy Ride system that are closely related to the performance of the drivers demonstrate
the highest levels of satisfaction. These include drivers’ driving skills and drivers’ safety consciousness
and drivers’ enforcement of COVID safety protocols. Also among the most satisfactory features are the
reservation staff’s COVID screening and the value of Handy Ride for the price. Driver courtesy is of
relevance because it is not only satisfactory in the opinion of the customers, but it is also very important to
them. Features of the Handy Ride system for which improvement would lead to even higher satisfaction
ratings are will-call pickups, scheduled on-time pickups, and overall comfort of van or sedan.
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Introduction and Methodology

Fresno Area Express (FAX) is governed by the City of Fresno and is the largest public transportation
provider in the Central San Joaquin Valley region, with 5.6 million passenger trips in FY 2021. FAX service
consists of over 100 buses, approximately 1,500 bus stops, and 18 fixed routes in the City of Fresno
including three major hubs: Downtown Transit Mall; Manchester Transit Center along Blackstone Avenue
north of Shields; and a transfer point at River Park Shopping Center in north Fresno.

The Americans with Disabilities Act (ADA) of 1990 requires public transportation agencies to provide
paratransit service to eligible persons with disabilities. FAX, therefore, operates Handy Ride — a service
designed to meet the transportation needs of eligible persons with disabilities who cannot functionally use
the FAX fixed-route bus system. Handy Ride is a shared ride, curb-to-curb service that operates within
area boundaries that are generally indicated to be Copper Avenue to the north, east to Willow Avenue,
south to Ashlan Avenue, east to Temperance Avenue, south to Central Avenue, west to Polk Avenue,
north to the Fresno County line, and east to Copper Avenue. Handy Ride provided 5.6 million customer

trips in fiscal year 2021.

Handy Ride operates at the following hours:
Monday-Friday: 5:30 a.m.-12 midnight
Saturday: 6:30 a.m.—12 midnight.
Sunday: 6:30 a.m.—7:00 p.m.

Fresno Area Express has presently elected to conduct a statistically reliable customer opinion and
satisfaction telephone survey among Handy Ride’s customer base. The purpose of the survey is twofold —
first, to provide current information and opinions concerning customer satisfaction regarding the Handy
Ride system, and second to compare the results of this 2022 study with the results of the 2011, 2014, and
2018 Handy Ride customer satisfaction studies. References will be made in the text to 2004 and 2007,

where it is noteworthy.

Rea & Parker Research was selected to conduct the 2022 study. Specifically, the research is to:

e Determine overall satisfaction with the services provided by the Handy Ride system.
e Determine opinions and perceptions of various issues including:

o Safety on board Handy Ride vehicles

0 Level of dependency on Handy Ride for transportation needs
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Wait times for will-call and scheduled pick-ups
Use of the FAX fixed-route bus

Number of weekly one-way trips on Handy Ride
Trip purpose and length of time using Handy Ride
Driver performance

Comfort and cleanliness of vehicles

Covid Protocols

OO0OO0OO0O0OO0O0

e Obtain demographic data about the population for use in descriptive analysis and crosstabulations
of data that can be useful in the development of policy.

e Compare the results of this survey with the results of the 2018, 2014, and 2011Handy Ride customer
satisfaction surveys.

Sample

A sample of 254 respondents was selected from a base of 2,768 Handy Ride customers who had used the
system within the past 3 years. This sample size yields a margin of error of +/- 5.9 percent at the 95 percent
level of confidence. This figure represents the widest interval that occurs when the survey question
represents an approximate 50 percent-50 percent proportion of the sample. When it is not 50 percent, the
interval is somewhat smaller. For example, in the survey findings that follow, 52 percent of respondents
indicate that are very satisfied with the overall service provided by Handy Ride. This means that there is a
95 percent chance that the true proportion of the Handy Ride customer base (from which the sample was

drawn) is between 46.1 percent and 57.9 percent (52 percent +/-5.9 percent).

If the customer was not able to respond to survey questions, the interviewer asked to speak with a caretaker
or friend/relative, or someone willing to answer questions on behalf of the customer. Approximately 93
percent of the respondents were the customers, themselves. Another 4 percent of the respondents were
friends or relatives of the customer and 3 percent were caregivers. The survey was administered in English
and Spanish, and it was conducted from February 12, 2022 through February 20, 2022. The total survey
cooperation rate was 75.6 percent, as indicated in Table 1 (254 successful interviews—57 refusals and 25

midterm terminations). This survey report has been divided into seven information components as follows:

Demographic Statistics/Respondent Characteristics

Customer Satisfaction with Handy Ride Service

Pickup and Wait Times on the Handy Ride System

Other Handy Ride Time Considerations

Handy Ride Customer Trip Characteristics

Method of Fare Payment and Electronic Technology

Use of FAX Fixed-Route Bus and Exclusive Reliance on Handy Ride
Covid Protocols
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Charts have been prepared for each of these major components depicting the basic survey results. Subgroup
analyses for different age groups, various levels of education, gender, different income categories, and
ethnicity of residents are presented in a succinct, bulleted format when statistical significance and relevance

warrants such treatment.

Table 1
Call Dispositions

Frequency Percent
Initial Refusal 57 7.2
Deceased/Deaf 30 3.8
Disconnected # 13 1.6
Wrong # 109 13.7
No Answer/Blocked/Fax 21 2.6
Left Message 285 35.9
Terminated Midterm 25 3.2
Completed 254 32.0
Total 794 100.0

Lists of open-ended responses to survey questions, frequency distributions, and the survey instrument are

contained in the Appendix.

Survey Findings

Demographic Statistics/Respondent Characteristics

Table 2 presents selected demographic characteristics of the survey respondents. Nearly two-thirds of
respondents (66 percent) are female, and English is the primary language spoken in the home for over 9 in
10 (92 percent) of respondents. Over one-fifth of respondents (22 percent) consider themselves to have
limited English proficiency. Approximately one-third (34 percent) of respondents are White and an
effectively equal percentage are Hispanic/Latino (33 percent), followed by African American (19 percent).
Nearly four-fifths of respondents (78 percent) earn an annual household income of less than $20,000 (40
percent less than $10,000 and 38 percent between $10,000 and $19,999). Nearly one-half of respondents
(48 percent) are between 55 and 74 years of age and another 19 percent indicate that they are 75 years of

age and above.
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Characteristic 2022 2018 2014 2011
Work Status
Disabled and Unable to Work 54% 65% 47% 42%
Retired 23% 24% 37% 35%
Student 5% 2% 3% 6%
Unemployed 5% 2% 11%
Employed Full-Time 4% 4% 5% 3%
Employed Part-Time 4% 4% 2% 3%
Homemaker 2% 1% 2% 0%
Self-Employed 1% 2% 0%
Age
Under 18-to-34 14% 8% 6% 6%
35-to-54 19% 18% 18% 26%
55-to-74 48% 58% 50% 41%
75 and Older 19% 16% 26% 27%
Education
Less than 8" Grade 5% 7% 6% 11%
Some High School 15% 15% 19% 15%
High School Graduate 45% 44% 41% 30%
Vocational/Technical School 9% 12% 13% 19%
College Graduate 26% 22% 21% 25%
Ethnicity
White 34% 39% 48% 43%
Hispanic/Latino 33% 31% 26% 26%
African American/Black 19% 21% 17% 24%
ﬁ:;tia‘:;can Indian/Alaska 2% 3% 3% 1%
Asian/Southeast Asian/
Filipino/Pacific Islander 7% 2% >% 4%
Middle Eastern/Other 1% 1% 1% 1%
Mixed Ethnicities 4% 3% 2% 1%
Annual Household Income
Less than $10,000 40% 34% 32% 53%
$10,000-$19,999 38% 36% 41% 27%
$20,000-$29,999 11% 11% 12% 9%
$30,000-$39,999 8% 8% 5% 5%
$40,000-$49,999 1% 5% 4% 4%
$50,000 or more 2% 6% 6% 2%
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Characteristic 2022 2018 2011
Gender
Male 34% 38% 34% 34%
Female 66% 62% 66% 66%
Limited English Proficiency
Yes 22%
No 78%
Primary Language in Home
English 92% 88% 92%
Spanish or Spanish Creole 5% 10% 6%
Punjabi 1%
Armenian 1%
Mon Khmer/ Cambodian, 1%
Other Indic
Major Residential Zip Codes
93727 17% 15% 12% 12%
93726 10% 10% 14% 7%
93722 8% 9% 13% 10%
93706 8% 6% 6% 9%
93710 8% 7% 6% 5%
93705 7% 9% 10% 7%
93721 6%
93702 6% 7% 5% 10%
93704 5% 4% 6%
93728 4% 5% 4%
93725 3%
93720 3% 5% 4%
93711 3% 6% 3% 6%
93703 3% 6% 6%
Active-Duty Military or U.S. Veteran
Yes 6%
No 94%
Respondent
Handy Ride Customer 93% 96% 93%
Friend or Relative of Customer 4% 3% 6%
Care Giver 3% 1% 1%
12
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Over one-fourth of respondents (26 percent) have a college degree or more education while nearly two-
thirds (65 percent) have a high school education or less.  Over one-half of respondents (54 percent) are
disabled and unable to work and another 23 percent are retired. ~ The major residential zip codes of the
respondents are as follows: 93727 (17 percent), 93726 (10 percent), and 93722, 93706, and 93710 (8
percent each). Well over 9 in 10 respondents (94 percent) are neither active-duty military nor a U.S.
Veteran.

Respondent characteristics for the Handy Ride surveys conducted in 2018 and 2014 and 2011 differ from

the 2022 respondent characteristics in the following ways:

e In 2022, 54 percent of respondents reported being disabled and unable to work. Thisisa
somewhat higher percentage than in 2014 (47 percent) and 2011 (42 percent) but notably lower
than in 2018 (65 percent).

e In 2022 and 2018, nearly one-fourth (23 percent and 24 percent respectively) indicated that they
are retired while 37 percent reported their work status as retired in 2014; similarly, in 2011, 35
percent of respondents indicated that they were retired.

o Whites represent 34 percent of the sample in 2022 --- a decline from 2018 (39 percent) and from
2014 and 2011 where Whites represented 48 percent and 43 percent of their respective samples.

e The percentage of households earning an annual income of less than $10,000 is 40 percent in
2022 which is somewhat higher than in 2018 (34 percent) and in 2014 (32 percent). However, it
is notable that the percentage of households earning less than 10,000 in 2011 (53 percent) was
considerably higher than in the three succeeding survey years. Conversely, in 2011, 27 percent
earned between $10,000 and $19,999 while in 2022, 2014 and 2018, 38 percent 36 percent, and
41 percent respectively earned between $10,000 and $19,999.

e In 2011, 56 percent of respondents reported having a high school education or less; in 2022, 65
percent reported this level of education, and similarly, in 2014 and 2018, 66 percent reported an
education level of high school or less.

Handy Ride Customer Trip Characteristics

Chart 1 shows that approximately three-fourths (71 percent) of Handy Ride customers have used the
service 1.5 years or more, including 51 percent that used the service for 3 or more years. The current
customers have somewhat less tenure as riders of Handy Ride than the customers in the 2018 and 2014
surveys -- 76 percent of respondents were riders 1.5 years or more in 2018 and 77 percent were riders of
1.5 years or more in 2014. This is reflected in the increase in newer riders (less than one year) to 18 percent
in 2022 versus 11 percent in 2018 and 14 percent in 2014. These data indicate a strong and sustained
ridership on the Handy Ride system. This considerable retention of riders and small increase in newer riders

is consistent with the very high level of satisfaction that is shown in the next section.
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Chart 1
Length of Time Using Handy Ride
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Chart 2 indicates that over two-fifths (44 percent) of respondents make 1 to 2 one-way trips per week on
Handy Ride and this is consistent with the results of the 2018 survey where 40 percent of customers made
1- 2 one-way trips per week and the 2014 survey where 39 percent of customers made 1 to 2 one-way trips
per week. Comparing the mean number of one-way trips in 2022 (mean = 3.78 one-way trips per week) and
the mean number of such trips in prior years (2018 mean = 3.96; 2014 mean = 3.87) again demonstrates
this consistent travel behavior by Handy Ride customers. These findings for 2014 and 2018 represent a

substantial change over the 2011 survey where 27 percent made 1-2 trips per week.

In the current survey year (2022), over one-half (52 percent) of respondents plan to make more Handy Ride
trips in the next three months. This represents an increase in planned trips over the three previous survey
periods where approximately two-fifths (41 percent to 43 percent) of respondents planned to take more

Handy Ride trips in the next three months (Chart 3).
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Chart 2
Number of Weekly One-Way Trips
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In 2022, 16 percent plan to take fewer Handy Ride trips in the next three months, and over one-fourth (28

percent) plan to take the same number of trips. In prior years, the proportion of customers planning to take

the same number of trips in the coming 3 months was greater than in 2022 (likely related to COVID, as will

be explored in a later section of this report), and correspondingly the proportion planning fewer trips was

less in those earlier years. Only 4 percent plan to stop using the service—slightly higher than in past years.

Among the 48 percent of respondents who do not plan to take more Handy Ride trips in the next three

months, the primary reason for making this decision is that they can make use of other travel modes (30

percent--Chart 4). Another 25 percent indicated that they have fewer appointments scheduled for them to

attend.

Chart 4

Why Not Planning More Handy Ride Trips In Next 3 Months
(Among 48% Who Do Not Plan to Take More Handy Ride Trips)

Have Other Travel
Mode, 30%

Other (includes
"money" and "don't
know"), 12%

2022 Handy Ride Telephone Satisfaction Survey
City of Fresno—Fresno Area Express (FAX)
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Dissatisfaction with
Handy Ride, 11%
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Chart 5 indicates that nearly one-half (46 percent) of customers in the current survey have taken their most
recent Handy Ride trip within the past 2 weeks. This finding indicates that current customers (2022) are
making a substantially lower percentage of trips within the past 2 weeks than customers of previous survey
periods. Specifically, in the 2018, 2014, and 2011 survey periods, 63 percent, 67 percent, and 62 percent,
respectively, took their most recent ride within the past 2 weeks. This finding is further confirmed by noting
that over one-fourth (26 percent) of current customers (2022) made their most recent Handy Ride trip over
three months ago. This is a considerably longer period than customers of the 2018, 2014, and 2011 surveys.
Respondents indicated several reasons for not taking Handy Ride trips during the last 3 months: The
dominant reasons are COVID (8 percent), availability of a ride/have car (7 percent), and some degree of
dissatisfaction with Handy Ride (4 percent).

Chart5
Most Recent Handy Ride Trip
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Three-fifths (60 percent) of customers indicate that their dominant trip purpose made on the Handy Ride

system is going to appointments, such as doctors’ visits (Chart 6). This finding represents a decrease over

the results in 2018 (72 percent with appointments as the dominant trip purpose). The current finding is

more consistent with the results of the 2014 and 2011 surveys where 63 percent and 65 percent, respectively,

indicated that appointments were their most common trip. In 2007 and 2004, appointments comprised 78
17
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percent of trips taken on the Handy Ride system It is noteworthy that in the current survey, 10 percent of

trips were made for purposes of shopping—a slight increase from 7 percent in 2018.

As would be expected, customers, who travel to and from medical/dental appointments as their
most common trips, are older (75 years of age and over (66.7 percent) as opposed to those who are
younger -- 55 — 74 years of age (46.4 percent).

Customers who typically pay their fare with cash travel to and from medical/dental appointments
as their most common trip (66 percent) more than do those customers who tend to use the Handy
Ride Pass (43 percent).

Customers, who travel to and from work as their dominant trip purpose, primarily use the Handy
Ride Pass (18 percent) to pay their fare as opposed to using cash (4 percent).

Chart 6
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Customer Satisfaction with Handy Ride Service

Overall Satisfaction: Chart 7 shows that Handy Ride customers demonstrate a high level of satisfaction
with the Fresno Area Express Handy Ride Service. In fact, 83 percent are either very satisfied (52 percent)
or satisfied (31 percent). This high level of satisfaction is reflected in the overall mean satisfaction rating
of 1.81 for the 2022 survey (mean rating based upon a scale of 1 to 6, where 1 = very satisfied and 6 = very
dissatisfied). This level of satisfaction is relatively consistent with the satisfaction levels in 2011 (88
percent were either very satisfied or satisfied), in 2014 (83 percent were either very satisfied or satisfied),
and in 2018 (87 percent were either very satisfied or satisfied). Similarly, the mean satisfaction ratings in
2011 (1.67),in 2014 (1.75), and 2018 (1.73) are comparable (although a little lower) to the mean satisfaction
level of 1.81 in 2022. This pattern of high satisfaction with the Handy Ride service has been the pattern
over the last 18 years — in the 2004 survey, the overall mean satisfaction rating was 1.70 and in 2007, the

mean rating was 1.91.

Chart 7

Satisfaction with Overall Service
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The following subgroups are more likely to be satisfied with the overall performance of the Handy
Ride System: (scale: 1 = very satisfied, 2 = satisfied, 3 = slightly satisfied, 4 = slightly dissatisfied, 5 =
dissatisfied, and 6 = very dissatisfied):

e Customers who have taken more recent Handy Ride trips (trips taken during the last 4 weeks (mean
of 1.63) versus customers whose last Handy Ride trip was more than 3 months ago (mean of 2.20).

e Older customers — 55-74 (mean of 1.58) versus younger customers — under 55 — (mean of 2.08).

e Customers who do not use the Internet (mean of 1.58) versus those who do use the Internet (mean
of 1.96).

e Customers who feel very safe (mean of 1.68) versus somewhat safe (mean of 2.33) inside Handy
Ride vehicles.

e Customers who are more in agreement that they depend on Handy Ride for all their transportation
needs indicate a greater level of satisfaction with the overall performance of the Handy Ride
system (strongly agree—mean of 1.44 versus strongly disagree (mean of 2.36) and disagree (mean
of 2.69)).

e Customers who never had to wait over 90 minutes for a will-call pickup (mean of 1.61) and those
who had to wait more than 90 minutes on only one or two occasions (means of 1.81) versus
customers who had to wait more than 90 minutes on 3 or more occasions (mean of 2.30).

e Customers who never had to wait over 30 minutes for a scheduled pick (mean of 1.68) and those
who had to wait for a scheduled pickup more than 30 minutes once or twice (mean of 1.61) versus
customers who had to wait more than 30 minutes on 3 or more occasions (mean of 2.17).

Satisfaction with Features of Handy Ride Service: Charts 8 through 11 display satisfaction ratings for
various features of Handy Ride service. Chart 8 depicts the level of satisfaction associated with the highest
rated Handy Ride features. In the current survey, customers provide the highest mean ratings for drivers’
safety consciousness (mean of 1.56) followed by drivers’ driving skills (mean of 1.60), reservation staff’s
implementation of COVID screening protocols, and drivers’ enforcement of COVID procedures (each a
mean of 1.64), and value of Handy Ride service provided for the price (mean of 1.65). Generally, the overall
mean satisfaction ratings for this first tier of features in the 2022 survey are somewhat less favorable than
they were in the 2018, 2014, and 2011 surveys. It is noteworthy that in 2022, 65 percent of respondents are
very satisfied with drivers’ traffic safety consciousness —a lower level of satisfaction than in 2014 and 2011

when the very satisfied respondents reached 74 percent and 76 percent, respectively.

The following subgroups are more likely to be satisfied with the drivers’ traffic safety consciousness:
(scale: 1 = very satisfied, 2 = satisfied, 3 = slightly satisfied, 4 = slightly dissatisfied, 5 = dissatisfied,
and 6 = very dissatisfied):

e Older customers 55 - 74 (mean of 1.33) as opposed to younger customers -- under 35 (mean of
1.97)

e Customers who are more in agreement that they depend on Handy Ride for all their transportation
needs indicate a greater level of satisfaction with drivers’ traffic safety consciousness (strongly
agree—mean of 1.36 versus agree (mean of 1.75).
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e Customers who have not visited the FAX website (mean of 1.48) as opposed to those who have
visited this website (mean of 1.76).
e Customers who do not use the Internet (mean of 1.37) versus those who do use the Internet (mean

of 1.70).
Chart 8
Mean Satisfaction Ratings for Highest Rated Handy Ride
Features
(scale: 1 = Very Satisfied: 6 = Very Dissatisfied)
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The following subgroups are more likely to be satisfied with the drivers’ driving skills:

e Customers who have taken more recent Handy Ride trips (trips taken during the last 4 weeks (mean
of 1.42) versus customers whose last Handy Ride trip was more than 3 months ago (mean of 1.91).

e Customers who are 55 — 74 years old (mean of 1.32) versus all other age groups (mean of 1.85)

e Customers who never had to wait over 90 minutes for a will-call pickup (mean of 1.42) versus
those who had to wait more than 90 minutes on 3 or more occasions (mean of 1.76) and had to wait
more than 90 minutes on only one or two occasions (means of 1.76).

The following subgroups are more likely to be satisfied with the reservation staff’s implementation
of Covid screening procedures:

e Customers who pay their fare with cash (mean of 1.54) versus those who pay with the Handy Ride
Pass (mean of 1.91).

e Customers who are more in agreement that they depend on Handy Ride for all their transportation
needs indicate a greater level of satisfaction with the reservation staff’s implementation of Covid
screening (strongly agree—mean of 1.39 and agree — mean of 1.82) versus strongly disagree (mean
of 3.00).

The following subgroups are more likely to be satisfied with the drivers’ enforcement of COVID
procedures:

e Older customers — 55 - 74 (mean of 1.39) versus younger customers — under 35 (mean of 2.16).

e Customers who do not use a smartphone (mean of 1.40) versus those who do use a Smart phone
(mean of 1.79).

e Customers who do not use the Internet (mean of 1.45) versus those who do use the Internet (mean
of 1.77).

e Customers who never had to wait over 30 minutes for a scheduled pickup (mean of 1.66) or only
had to wait more than 30 minutes once or twice (mean of 1.41) versus those who had to wait more
than 30 minutes on 3 or more occasions (mean of 1.88).

The following subgroups are more likely to be satisfied with the value of Handy Ride provided for
the price:

e Customers who do not use the Internet (mean of 1.46) versus those who do use the Internet (mean
of 1.78).

e Customers who are more in agreement that they depend on Handy Ride for all their transportation
needs indicate a greater level of satisfaction with the value provided for the price (strongly agree—
mean of 1.45 versus strongly disagree (mean of 2.18) and disagree (mean of 2.17).

e Customers who had to wait over 30 minutes for a scheduled pickup once or twice (mean of 1.47)
versus those who had to wait more than 30 minutes on 3 or more occasions (mean of 1.87).

Chart 9 indicates mean satisfaction ratings for the mid-to-high rated group of Handy Ride features. In the
current survey, mean ratings are as follows: cleanliness inside Handy Ride vehicles (mean of 1.70),

reservation staff’s courtesy (mean of 1.74), and drivers’ courtesy (mean of 1.76). Approximately three-

fifths of customers (range of 57 percent to 63 percent) are very satisfied with the service provided by these
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features. As with the higher-rated features, satisfaction ratings have declined somewhat from earlier

surveys.
Chart 9
Mean Satisfaction Ratings for Mid-to-High Rated Group of
Handy Ride Features
(scale: 1 = Very Satisfied: 6 = Very Dissatisfied)
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The following subgroups are more likely to be satisfied with cleanliness inside Handy Ride vehicles:
(scale: 1 = very satisfied, 2 = satisfied, 3 = slightly satisfied, 4 = slightly dissatisfied, 5 = dissatisfied,
and 6 = very dissatisfied):

e Older customers —55-74 years of age (mean of 1.50) versus younger customers — under 35-- (mean

of 1.91).
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e Customers who are more in agreement that they depend on Handy Ride for all their transportation
needs indicate a greater level of satisfaction with cleanliness inside Handy Ride vehicles (strongly
agree—mean of 1.49 versus agree (mean of 1.99)).

e Customers who never had to wait over 30 minutes for a scheduled pickup (mean of 1.70) or only
had to wait more than 30 minutes once or twice (mean of 1.59) versus those who had to wait more
than 30 minutes on 3 or more occasions (mean of 1.83).

The following subgroups are more likely to be satisfied with reservation staff’s courtesy:

e Older customers — 55-74 (mean of 1.49) as opposed to younger customers — under 55 (mean of
2.10).

e Customers who do not use a smart phone (mean of 1.51) versus those who do use a Smart phone
(mean of 1.89).

e Customers who do not use the Internet (mean of 1.49) versus those who do use the Internet (mean
of 1.91).

e Customers who are more in agreement that they depend on Handy Ride for all their transportation
needs indicate a greater level of satisfaction with the reservation staff’s courtesy (strongly agree—
mean of 1.49) versus strongly disagree (mean of 2.55) and disagree (mean of 2.23).

e Customers who never had to wait over 90 minutes for a will-call pickup (mean of 1.56) versus
those who had to wait more than 90 minutes on 3 or more occasions (mean of 2.04).

The following subgroups are more likely to be satisfied with the Drivers’ courtesy:

e Females (mean of 1.59) as opposed to males (mean of 1.96).
e Customers who have not visited the FAX website (mean of 1.65) as opposed to those who have
visited this website (mean of 2.01).
e Customers who do not use a smartphone (mean of 1.55) versus those who do use a smartphone
(mean of 1.89).
Chart 10 shows mean satisfaction ratings for the lower/middle rated group of Handy Ride features. The
mean satisfaction ratings for these features in the current survey are as follows: reservation policy — reserve
1-2 days in advance (mean of 1.82), service hours (mean of 1.84), reservation hours (mean of 1.84),
availability of Handy Ride information (mean of 1.88), reservation staff’s accuracy (mean of 1.94), and
overall comfort of the van or sedan (mean of 1.98). Respondents who indicated that they are very satisfied
with these features range from 49 percent (overall comfort of the van or sedan) to 54 percent (reservation
policy — reserve 1-2 days in advance). There is minimal to no improvement in satisfaction associated with

these lower/middle rated features since the 2014 and 2018 surveys.

The following subgroups are more likely to be satisfied with reservation policy—reserve 1-2 days in
advance: (scale: 1 = very satisfied, 2 = satisfied, 3 = slightly satisfied, 4 = slightly dissatisfied, 5 =
dissatisfied, and 6 = very dissatisfied):

e Customers whose Handy Ride trip was more recent (trip less than 4 weeks ago — mean of 1.42)
versus those who used Handy Ride more than 3 months ago (mean of 2.16).
e Vocational school students (mean of 1.39) as opposed to college graduates (mean of 2.02).
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e Customers who do not use the Internet (mean of 1.61) versus those who do use the Internet (mean

of 1.97).

e Customers who are more in agreement that they depend on Handy Ride for all their transportation
needs indicate a greater level of satisfaction with a 1-2-day advance reservation policy (strongly
agree—mean of 1.53 and agree (mean of 1.84) versus disagree (mean of 3.00).

Chart 10

Mean Satisfaction Ratings for Lower/Middle Rated Group
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The following subgroups are more likely to be satisfied with service hours:

e Customers who have not visited the FAX website (mean of 1.73) as opposed to those who have
visited this website (mean of 2.11).

e Customers who feel very safe (mean of 1.72) versus somewhat safe (mean of 2.32) inside Handy
Ride vehicles.

The following subgroups are more likely to be satisfied with reservation hours:

e Customers whose Handy Ride trip was more recent (trip less than 4 weeks ago — mean of 1.58)
versus those who used Handy Ride more than 3 months ago (mean of 2.28).

e Customers who have not visited the FAX website (mean of 1.72) as opposed to those who have
visited this website (mean of 2.11).

e Customers who feel very safe (mean of 1.70) versus somewhat safe (mean of 2.27) inside Handy
Ride vehicles.

e Customers who are more in agreement that they depend on Handy Ride for all their transportation
needs indicate a greater level of satisfaction with reservation hours (strongly agree—mean of 1.64)
versus strongly disagree (mean of 2.50) and disagree (mean of 2.79).

e Customers who never had to wait over 90 minutes for a will-call pick up (mean of 1.60) versus
those who had to wait more than 90 minutes on 3 or more occasions (mean of 2.22) or had to wait
more than 90 minutes on 1 or 2 occasions (mean of 2.00).

e Customers who never had to wait over 30 minutes for a scheduled pickup (mean of 1.65) versus
those who had to wait more than 30 minutes on 3 or more occasions (mean of 2.09).

e Customers who do not use the Internet (mean of 1.63) versus those customers who do use the
Internet (mean of 1.98).

The following subgroups are more likely to be satisfied with the availability of Handy Ride
information:

e Older customers ages 55-74 (mean of 1.70) as opposed to younger customers — under 35 (mean of
2.27).

e Females (mean of 1.73) versus males (mean of 2.12).

e Pacific Islanders (mean of 1.25), African Americans (mean of 1.38), and Hispanics (mean of
1.83) versus Asians (mean of 2.78) and Whites (2.13).

e Customers who do not use the Internet (mean of 1.63) versus those who do use the Internet (mean
of 2.06).

The following subgroups are more likely to be satisfied with the reservation staff’s accuracy:

e Customers who do not use the Internet (mean of 1.65) versus those who do use the Internet (mean
of 2.13).

e Customers who feel very safe (mean of 1.81) versus somewhat safe (mean of 2.39) inside Handy
Ride vehicles.

e Customers who never had to wait over 30 minutes for a scheduled pickup (mean of 1.77) or only
had to wait more than 30 minutes once or twice (mean of 1.88) versus those who had to wait more
than 30 minutes on 3 or more occasions (mean of 2.18).
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Customers who are employed part-time (mean of 1.80), homemakers (mean of 1.67), and retirees
(mean of 1.66) versus those who are unemployed (mean of 2.91).

The following subgroups are more likely to be satisfied with the overall comfort of the van or sedan

African Americans (mean of 1.52) as opposed to Whites (mean of 2.37).
Customers who do not ride FAX buses (1.84) versus those who have ridden the FAX bus (2.25).

Customers who never had to wait over 90 minutes for a will-call pickup (mean of 1.71) versus
those who had to wait more than 90 minutes on 3 or more occasions (mean of 2.33) or had to wait
over 90 minutes on 1 or 2 occasions (mean of 2.22).

Customers who never had to wait over 30 minutes for a scheduled pickup (mean of 1.84) or only
had to wait more than 30 minutes once or twice (mean of 1.85) versus those who had to wait more
than 30 minutes on 3 or more occasions (mean of 2.32).

Customers who feel very safe (mean of 1.86) versus somewhat safe (mean of 2.41) inside Handy
Ride vehicles.

Chart 11 demonstrates mean satisfaction ratings for the lowest-rated group of Handy Ride features. These

four ratings are as follows: on-time to home or destination (mean of 2.12), locations/methods of payment

(mean of 2.18), scheduled pickups (mean of 2.22) and will-call pickups (mean of 2.41). Respondents who

are very satisfied with these features (range from 36 percent (will-call pickups) to 47 percent

(locations/methods of payment). The overall finding is that regarding these low-rated features, there is

little to no improvement shown from 2011 to 2022.

The following subgroups are more likely to be satisfied with on-time service to their home or
destination: (scale: 1 = very satisfied, 2 = satisfied, 3 = slightly satisfied, 4 = slightly dissatisfied, 5 =
dissatisfied, and 6 = very dissatisfied):

Customers whose Handy Ride trip was more recent (trip less than 4 weeks ago — mean of 1.92)
versus those who used Handy Ride 1 to 3 months ago (mean of 2.57).

Customers who feel very safe (mean of 1.96) versus somewhat safe (mean of 2.85) inside Handy
Ride vehicles.

Customers who are more in agreement that they depend on Handy Ride for all their transportation
needs indicate a greater level of satisfaction with on-time service to their home or destination
(strongly agree—mean of 1.78) versus strongly disagree (mean of 3.18).

Customers who never had to wait over 90 minutes for a will-call pickup (mean of 1.97) and those
who had to wait over 90 minutes on 1 or 2 occasions (mean of 2.07) versus those who had to wait
more than 90 minutes on 3 or more occasions (mean of 2.61).

Customers who are employed part-time (mean of 1.73), retirees (mean of 1.75), disabled
individuals (mean of 2.20), and those who are unemployed (mean of 2.25) as opposed to customers
who are self-employed (mean of 4.00).
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Chart 11
Mean Satisfaction Ratings for Lowest Rated Group of

Handy Ride Features
(scale: 1 = Very Satisfied: 6 = Very Dissatisfied)
2022 W2018 w2014 2011

Very Satisfied

2022 = 39% 2022 =47% 2022 = 40% 2022 =36%
2018 = 40% 2018 =38% 2018 = 34%
2014 = 40% 2014 = 40% 2014 =34%
2011 = 46% 2011 =37% 2011 =37%
1.89
2.07 2.09 2.08
2.12
2.16
2.18 2.18
2.23 2-22
241
2.51
2.57
On-Time to Home or Locations/Methods of Scheduled Pickups Will Call Pickups
Destination Payment

The following subgroups are more likely to be satisfied with locations/methods of payment:

Older customers — 55-74 (mean of 1.78) versus younger customers — under 35 (mean of 2.61).
Customers whose most recent trip was only 2 weeks to 1 month ago (mean of 1.61) versus those
whose last Handy Ride Trip was more than 3 months ago (mean of 2.74).

Customers who have not visited the FAX website (mean of 2.01) as opposed to those who have
visited this website (mean of 2.51).

Customers who do not use the Internet (mean of 1.86) versus those who do use the Internet (mean
of 2.36).
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Customers who never had to wait over 30 minutes for a scheduled pickup (mean of 1.91) or had to
wait over 30 minutes on 1 or 2 occasions (mean of 1.98) versus those who had to wait more than
30 minutes on 3 or more occasions (mean of 2.77).

The following subgroups are more likely to be satisfied with scheduled pickups:

Customers who feel very safe (mean of 2.09) versus somewhat safe (mean of 2.63) inside Handy
Ride vehicles.

Customers who are more in agreement that they depend on Handy Ride for all their transportation
needs and indicate a greater level of satisfaction with scheduled pickups (strongly agree—mean of
2.01) versus strongly disagree (mean of 3.00) and disagree (mean of 3.50).

Customers who never had to wait over 90 minutes for a will-call pickup (mean of 1.84) and those
who had to wait over 90 minutes on 1 or 2 occasions (mean of 2.17) versus those who had to wait
more than 90 minutes on 3 or more occasions (mean of 3.16).

Customers who never had to wait over 30 minutes for a scheduled pickup (mean of 1.82) and had
to wait over 30 minutes on 1 or 2 occasions (mean of 2.08) versus those who had to wait more than
30 minutes on 3 or more occasions (mean of 2.87).

The following subgroups are more likely to be satisfied with will-call pickups:

Customers whose latest Handy Ride trip occurred recently — within the last 2 weeks (mean of 2.19)
versus those whose latest trip was more than 3 months ago (mean of 2.52).

Customers who have not visited the FAX website (mean of 2.27) as opposed to those who have
visited this website (mean of 2.75).

Customers who do not use the Internet (mean of 2.13) versus those who do use the Internet (mean
of 2.63).

Customers who feel very safe (mean of 2.25) versus somewhat safe (mean of 2.98) inside Handy
Ride vehicles.

Customers who are more in agreement that they depend on Handy Ride for all their transportation
needs indicate a greater level of satisfaction with will-call pickups (strongly agree—mean of 1.98)
versus strongly disagree (mean of 3.86) and disagree (mean of 4.31).

Customers who never had to wait over 90 minutes for a will-call pickup (mean of 1.99) versus
those who had to wait over 90 minutes on 1 or 2 occasions (mean of 2.52) and those who had to
wait more than 90 minutes on 3 or more occasions (mean of 3.27).

Most Important Features Impacting Customer Satisfaction: Respondents were asked to indicate up to two

“most important” features of Handy Ride service that impact their level of satisfaction with the service. Chart

12 shows that pickups being on time (27 percent), drivers’ customer service (21 percent), and waiting times

for pickups (9 percent) are most important to the respondents. This finding is consistent with the important

features indicated by respondents in the 2018, 2014, and 2011 surveys.
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Chart 12
Most Important Handy Ride Features in Determining

Customer Level of Satisfaction
NOTE: Respondents Could Provide Two Important Features--Percentages Sum to >100%
2022 ®2018 2014 ®2011
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Satisfaction/Importance Quadrant Analysis: Levels of satisfaction can be mapped on a chart with
importance, such that satisfaction is graphically measured against how important an issue is in four cells as

follows:

= The upper-right quadrant represents features that display both high satisfaction and high
importance. Characteristics in this quadrant are ones with high levels of satisfaction and high levels
of importance. These characteristics, therefore, are the core characteristics that make the Handy
Ride system a highly valued service.

= The lower-right quadrant represents features that display high satisfaction but have less importance.
These characteristics might be considered to be ones that are over-provided and could be reduced
somewhat in reallocating resources to other quadrants—especially the two upper quadrants.

= The lower-left quadrant represents features that have both less satisfaction and less importance.
Because these features are of relatively low importance, efforts to improve these characteristics
will have a relatively minor impact on overall satisfaction.

= The upper-left quadrant represents features that provide less satisfaction but are of high importance.
The upper-left quadrant is critically important because it contains those system characteristics that
are important to respondents but are not provided as well as other characteristics are provided. It

is these characteristics that can increase satisfaction to the greatest extent.

Chart 13 is a satisfaction/importance quadrant analysis for the data provided in the 2022 Handy Ride
survey. In the upper right quadrant, there is one feature that dominates: drivers’ courtesy. This is the
single core characteristic that leads to high degrees of satisfaction and greatly contributes to the overall
rating of the Handy Ride service as highly satisfactory. Also in this quadrant, but close to the margins, are
the reservation staff courtesy, drivers’ safety consciousness, service hours, value provided for the
price, and reservation hours . The upper left quadrant shows two dominant characteristics, the
improvement of which would greatly enhance the already high level of satisfaction with Handy Ride. These
features are will-call pickups and scheduled pickups on time. Also in this quadrant is the overall comfort
of the vehicle. Customers regard these features as highly important to them but have not been provided to
them with the same high level of satisfaction of other features. These features were also plotted in the same
guadrants in the 2018 survey indicating a great deal of consistency in how customers feel about the
importance and level of satisfaction regarding these Handy Ride features. In 2018, overall comfort of van
or sedan was in the upper right quadrant, while in 2022, this feature was in the upper left, indicating

a decline in satisfaction, while still very important.
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Most features are either very satisfactory but not especially important (e.g. COVID procedures by drivers
and reservation staff and cleanliness inside the vehicle) or are neither very satisfactory nor especially
important (e.g. Locations/methods of payment and, surprisingly, on time to home or destination).

Chart 13
Satisfaction/Importance Quadrant Analysis
30%
Greater Importance
Scheduled Pickups On
Time
o [
Will Call Pickups
25%
@® Drivers' Courtesy
20%
15%
Reservation Policy--
Reserve 1-2 Days in
Advance
10%
Service Hours
Reservation Staff's
Courtesy
e~ ¢ Drivers' Driving Skills 5%
Overall Comfort of Van _ Reservation Hours Higher Satisfaction
or Sedan | Value Provided for Price
Availability of HandyReservation Staff privers SETecy o
i i Accurac e Consciousness . .
Rldegg%mgttlgrhome or Y Reservation Staff COVID Cleanllr'ress Ins!de Handy
N > P R Ride Vehicles
Destination . , Screening
Locations/Methods of oo Drivers' Enforcement of 0%
Payment COVID Procedures °
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Handy Ride Report Card: In the 2018, 2014, and 2011 customer satisfaction reports for Handy Ride,
letter grades for Handy Ride’s performance on the various service characteristics were assigned. These
reports assigned grades of A, B, C, D or F (including plus and minus distinctions) based upon the mean
ratings provided for each characteristic. The same scale was also used in assigning grades for the Handy
Ride service in this 2022 Customer Satisfaction Report. The grading scale used in the previous reports as
well as the current report is depicted in Table 3 below.

Table 3
Handy Ride Performance Letter Grading Scale
(Based on 1-6 ratings, where 1 = Very
Satisfied) and 6 = Very Dissatisfied
1.00to0 1.33
1.34 to 1.67
1.68 to 1.99
2.00to 2.33
2.34 to 2.67
2.68 to 2.99
3.00 to 3.33
3.34 to 3.67
3.68 to 3.99
4.00to 4.33
4.34 to 4.67
4.68 to 4.99
5.00 to 5.33
5.34 to 6.00

Table 4 shows the mean ratings and grades for 2022, 2018, 2014, and 2011and shows the same information
that can be found in the charts above with the exception that the grades provide a more aggregated summary
of the data. It is evident that in terms of overall service, the same high level of satisfaction found in 2011,
2014, and 2018 exists in the current year (2022). Specifically, the overall service is rated A- in all four of
the survey periods. Service improvements are called for in the following areas: getting you home or to your
destination on time, scheduled pick ups, and will-call pick ups. It is noteworthy that service in these 3 areas
has remained in the B and B+ range since 2011. Customer ratings have declined from A to A- in the
following 3 service areas since the 2018 survey period: cleanliness inside Handy Ride vehicles, reservation
staff’s courtesy, and drivers’ courtesy. Regarding the enforcement of COVID protocol in the current year,
customers rated the following two service characteristics with an A: reservation staff’s implementation of
COVID screening and drivers’ enforcement of COVID procedures.
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Service Characteristic

Overall Service Provided by Handy
Ride

Drivers' Traffic Safety Consciousness
Drivers' Driving Skills

Reservation Staff's Implementation
of COVID Screening

Drivers' Enforcement of COVID
Procedures

Value Provided for Price

Cleanliness Inside Handy Ride
Vehicles

Reservation Staff's Courtesy
Drivers' Courtesy

Reservation Policy--Reserve 1-2
Days in Advance
Service Hours

Reservation Hours

Availability of Handy Ride
Information

Reservation Staff's Accuracy
Overall Comfort of Van or Sedan

On-Time to Home or Destination

Locations/Methods of Payment

Scheduled Pickups

Will-Call Pickups

Table 4

Handy Ride Customer Satisfaction Report Card and Mean Satisfaction Ratings
(Years 2022, 2018, 2014, and 2011)

2022 2018 2014 2011
Grade | Mean | Grade | Mean | Grade | Mean | Grade | Mean

A- 1.81 A- 1.73 A- 1.75 A- 1.75
A 1.56 A 1.45 A 1.40 A 1.40
A 1.60 A 1.57 A 1.39 A 1.39
A 1.64

A 1.64

A 1.65 A 1.58 A 1.62 A 1.62
A- 1.70 A 1.53 A 1.46 A 1.46
A- 1.74 A 1.62 A 1.52 A 1.52
A- 1.76 A 1.52 A 1.39 A 1.39
A- 1.82 A- 1.95 A- 1.68 A- 1.68
A- 1.84 A- 1.72 A- 1.81 A- 1.81
A- 1.84 A- 1.88 A- 1.85 A- 1.85
A- 1.88 A- 1.76 A- 1.72 A- 1.72
A- 1.94 A- 1.86 A- 1.86 A- 1.86
A- 1.98 A- 1.72 A 1.63 A 1.63
B+ 2.12 B+ 2.07 B+ 2.23 A- 1.89
B+ 2.22 B+ 2.25 B+ 2.09 B+ 2.09
B 241 B 2.51 B 2.57 B+ 2.18
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Feeling of Safety On-Board Handy Ride Vehicles: It is apparent that Handy Ride customers feel quite
safe on Handy Ride vehicles (Chart 14) and this feeling enters into the satisfaction and importance features
in this section of the report. Specifically, 98 percent of customers feel either very safe (81 percent) or
somewhat safe (17 percent). This is consistent with the results of the 2018, 2014, 2011 surveys where, once
again, nearly everyone (99 percent in 2018, 98 percent in 2014 and 99 percent in 2011) indicated they felt
either very safe or somewhat safe.

Chart 14
How Safe Does Customer Feel On-Board Handy Ride
Vehicles?
2022 W2018 w2014 W2011
84%
90% 81% 81% 83%
80%
70%
60%
50%
40%
30%
17%
%17% %
0% 15% 16%
10% 2% 1% o
© V82% 19 0% 0% 0% 0%
0%
Very Safe Somewhat Safe Somewhat Unsafe Very Unsafe

Handy Ride Time-Related Considerations

Trip Duration: The typical Handy Ride trip is 34.0 minutes (mean) and 30 minutes (median) (Chart 15).
The Handy Ride trip for 7 in 10 customers (70 percent) is 30 minutes or less. This is very consistent with
the results of the 2018, 2014 and 2011 surveys where 71 percent, 72 percent, and 70 percent respectively
had a typical trip last 30 minutes or less. In previous survey periods, the typical trip duration was 30 minutes
or less for a greater percentage of customers. For example, in 2004, 83 percent rode a typical trip of 30

minutes or less and in 2007, 90 percent rode a typical trip of 30 minutes or less.
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Chart 15
Typical Trip Duration

2022: mean = 34.0 minutes--median = 30 minutes

2018: mean = 32.9 minutes--median = 30 minutes

2014: mean = 28.4 minutes--median = 25 minutes
H2022 ®2018 w2014 ®2011

80% 719% 72%

70% 70%

70%
60%
50%

40%

25%  27% 269
21%

30%

20%

5%

10% 3% 1% 2% 2%

3%

0% 2%

0%
30 minutes or less 31-to-60 minutes 61-t0-90 minutes More than 90 minutes

Will-Call Pickup Times: Will-call pickups occur when customers are not certain in advance when to be
picked up at their destination. Return trips from their destinations are not prescheduled and the customer
is picked up before 90 minutes from the time he or she calls. Chart 16 shows the typical wait times for a
will-call pickup. It is noteworthy that in the current survey, the mean wait time of 39.8 minutes and the
median wait time of 30 minutes are considerably less than the maximum wait time guideline of 90 minutes
allowed for will-call pickups. In fact, nearly three in five respondents (57 percent) waited for a will-call
pickup 30 minutes or less. These typical wait times in 2022 are consistent with the findings in 2014 and
2018 where 53 percent and 59 percent of customers, respectively, had wait times of 30 minutes or less.
There was a small decline in this percentage from 2011, where nearly 7 in 10 (69 percent) of the respondents

had typical will-call wait times of 30 minute or less.
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Chart 16
Typical Wait for Will-Call Pickup

2022: mean = 39.8 minutes--median = 30 minutes
2018: mean = 38.1 minutes--median = 30 minutes
2014: mean = 41.5 minutes--median = 30 minutes

2022 H2018 M 2014 2011
35%

30% 30 minutes or less:
30% o 27% 2022 =57%
26% 595 25%
24% 24% 2018 = 59%
25% o,
18"/19% 2014 =53%
20% °17% 2011 = 69%
15%15% 15% 15%
0,
15% 13% 12%
% 9%
10% o % 8% 7%
590% 5% 40
0, 0, 0,
5% 2% 3% 1%1% 3% 3/,2%
0%
10 minutes 11-20 21-30 31-40 41-60 61-80 81-100 More than
or less minutes minutes minutes minutes minutes minutes 100 minutes

Chart 17 indicates that in 2022 just over one-half (51 percent) of customers never waited more than 90
minutes for a will-call pickup. This finding is statistically consistent with the 2018 survey period where 56
percent of respondents never waited for a will-call pick for more than 90 minutes. The current wait time
(51 percent of respondents never having to wait for more than 90 minutes) is also consistent with the 2014
and 2011 survey periods — 47 percent never waited for more than 90 minutes in 2014 and 51 percent never
waited longer than 90 minutes in 2011. There is, however, a noticeable decline in service represented by
the percentage of customers who waited 3 or more times for a will-call pickup. In 2018, only 11 percent
waited over 90 minutes on 3 or more occasions, while in the current year (2022), 20 percent of respondents

waited 3 or more times for a will-call pickup.

Chart 18 indicates that the mean longest wait time for a will-call pickup is 73.9 minutes, and the longest
median wait time is 60 minutes — both averages are below the 90-minute maximum that has been established
as a guideline. This service level is consistent with the 2018 survey results where the mean longest wait
time was 73.1 minutes and the median longest wait time was also 60 minutes. The wait times in 2022 and
2018 represent a considerable improvement over the 2014 survey period where the longest mean wait time

was 82.9 minutes with a median of 80 minutes. In both the current year (2022) and in 2018, 25 percent of
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respondents have, at some time, waited more than 90 minutes for a will-call pickup — a substantial
improvement from 2014 where 36 percent waited more than 90 minutes.

Chart 17
Ever Waited Over 90 Minutes for Will-Call Pickup

2022 W2018 w2014 W2011
56%

e 51%
a7% °1%
50%
36% 38%
40% 33%
29%
30% 20%
17%
20% o
o 11% 11%

10%

0%

Yes-3 or more times Yes-once or twice No-never have
Chart 18

Longest Will-Call Pickup Wait

2022: mean = 73.9 minutes--median = 60 minutes
2018: mean = 73.1 minutes--median = 60 minutes
2014: mean = 82.9 minutes--median = 80 minutes

45% 42% 2022 ®2018 2014 W2011
40% 36%
35% 31% 31%
30% 26% 27% 25% 25%
0,
- 23% 24% 2394
’ 18% 29% 20%
° 18%
20%
15% 11%
10%
5%
0%
30 minutes or less 31-to-60 minutes 61-t0-90 minutes More than 90 minutes
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Scheduled Pickups: The guideline for a scheduled pickup is no more than 5 minutes before and no more
than 30 minutes after the scheduled pickup. In 2022, the scheduled mean typical pickup time is 23.8
minutes, and the median pickup time is 20 minutes (Chart 19). Both averages are well within the window
established for such scheduled pickups. In the current survey, 84 percent were picked up in 30 minutes or
less. This is consistent with the 2018, 2014, 2011, and 2007 survey periods where 86 percent, 90 percent,
87 percent, and 92 percent of customers, respectively, were picked up within 30 minutes of their scheduled
pick-up time. These typical pick-up times since 2007 represent a considerable improvement over the 2004
survey period, where only 64 percent were picked up within the established 30-minute window.

Chart 19
Typical Scheduled Pickup Wait Time

2022: mean = 23.8 minutes--median = 20 minutes

50% 2018: mean = 22.7 minutes--median = 20 minutes
2014: mean = 18.9 minutes--median = 15 minutes
45% H2022 ®2018 2014 ®2011
0,
20% 39% 30 minutes or less:
— 0,

33%33% 2022 = 84%

35% 32% 32% 2018 = 86%
2014 =90%
0, —
30%  27%g9 27% cop 2011 =87%
24% 24% 24%
25%
20%
15%
11%
10% 8%
° 6%7%
4%.,,, 4%
0, 0,
5% 3% 3% 2% 2%, 4,2%

0%
10 minutes or 11-20 minutes 21-30 minutes 31-40 minutes 41-60 minutes 61 minutes or
less more

Chart 20 indicates that more than two in five (42 percent) of customers never waited more than 30 minutes
for a scheduled pickup. This finding is consistent with the 2018 and 2011 results — in 2018, 40 percent of
customers never waited more than 30 minutes for a scheduled pickup and in 2011, 42 percent never waited
more than 30 minutes. However, the results in 2014 are notably different from the other 3 survey periods

in that only one third of customers never had to wait more than 30 minutes for a scheduled pickup.
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Chart 20
Ever Waited Over 30 Minutes for a Scheduled Pick-Up

H2022 =2018 2014 =2011

44%

0, 0, 0,
45% 42% 20% 42%
0,
40% 34% 36%
33%
35% 31% 30%
28%
30% 26%
25%
20%
14%
15%
10%
5%
0%
Yes-3 or more times Yes-once or twice No-never have

The longest pickup wait time for a scheduled pickup is depicted in Chart 21. The mean longest wait for a
scheduled pickup in 2022 is 41.5 minutes and the median is 30 minutes. This finding is consistent with the
2018 result where the longest scheduled pickup wait was 41.4 minutes. The longest scheduled wait times
in 2018 and 2022 represent a considerable improvement over the result in the 2014 survey where the mean
wait time was 49.5 minutes and the median wait time was 45 minutes. Further, nearly 9 in 10 respondents
(86 percent) experienced their longest wait time to be 60 minutes or less. This result is consistent with the
2018 finding where 89 percent of respondents experienced wait times of 60 minutes or less. The results for
2022 and 2018 show a minor improvement over the 2014 and 2011 wait times and a more substantial
improvement over the 2007 and 2004 survey periods. In 2014, 80 percent experienced their longest wait
time to be 60 minutes or less. Similarly, other results are as follows: 2011 (82 percent), 2007 (77 percent),
and 2004 (71 percent).
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Chart 21
Longest Scheduled Pickup Wait

2022: mean = 41.5 minutes--median = 30 minutes
2018: mean = 41.4 minutes--median = 32 minutes
2014: mean = 49.5 minutes--median = 45 minutes

2022 W2018 w2014 w2011

60% 54%
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30%
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8% 79 9% 9%
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30 minutes or less 31-to-60 minutes 61-t0-90 minutes More than 90 minutes

Other Time-Related Considerations: Chart 22 reveals that one-fifth (20 percent) of customers always
allow a 2-hour window between their requested pickup time and their scheduled appointment with another
38 percent sometimes allowing a two-hour window. One-third (33 percent) are more likely to allow one
hour or less. In 2018, one-fourth (25 percent) always allowed a two-hour window between their requested
pickup time and their scheduled appointment with another 25 percent sometimes allowing a two- hour
window; however, in 2018, it is notable that nearly one-half (47 percent) of respondents were more likely

to allow a window of one hour or less.

In 2014, respondents were similarly likely to allow a 1-hour window or less (49 percent), but 2014
respondents were more likely to always allow a 2-hour window (33 percent).  In 2011, 43 percent always

allowed a 2-hour window. Further, in 2011, only 33 percent allowed a 1-hour window or less.
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Chart 22
Allow Two Hour Window Between Requested Pickup Time
and Scheduled Appointment?
H 2022 H 2018 2014 H 2011
0% 10% 20% 30% 40% 50%
20% 0
Yes, always 2 hours 25% 33%
43%

38%
0,
Yes, sometimes 2 hours 6% 25%

20%

0,
No, less than 1 hour Sé%

31% 42%
No, 1 hour 43%
33%

No, >1 and <2 hours 7%

No, more than 2 hours 1%

No, let reservation staff set 1%
window 2%

Other (mostly "don't know")

Chart 23 shows that over one-half (52 percent) of Handy ride customers indicate that a Handy Ride vehicle
has never arrived early for pickup. The finding in 2018 is similar in that 49 percent of customers never
experienced a Handy Ride vehicle arriving early. In the 2011 and 2014 surveys, however, the findings are
different and more favorable -- 30 percent and 42 percent of customers, respectively, had never experienced
a Handy Ride vehicle arriving early for pickup. In 2007, 31 percent of customers experienced an early
pickup. From another perspective, only one third (33 percent) of customers in the current survey
experienced early pickup once or twice and this is similar to the findings in 2018 and 2014 where 40 percent
of customers in each year experienced an early pickup. This compares to over one-half encountering this
situation in 2007 (55 percent) and 2011 (51 percent).
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Chart 23
Has Handy Ride Vehicle Ever Arrived Early for Pickup?

2022 2018 2014 W2011

60%
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11%

10%

0%
Yes-3 or more times Yes-once or twice No-never have

Chart 24 indicates that over three-fourths (77 percent) of respondents would find a call helpful reminding
them of their appointment. Among these respondents, 27 percent would find it helpful to have two calls—
one on the night before their trip and another on the day of their trip; 21 percent would want a call on the
same day only and another 29 percent on the night before only. There is a much stronger interest in 2022
than there was in 2018 and 2014 regarding such a reminder call. This finding is substantiated by noting
that in 2014, over two fifths of respondents (42 percent) indicated that they would not find any reminder
call helpful and in 2018, 28 percent voiced this opinion. In the current survey, less than one-fourth (23

percent) feel that a call would not be helpful.

Chart 25 indicates that 80 percent of respondents are aware that repeated no-shows can result in a

suspension of service. Conversely, 20 percent are not aware of this possibility.
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Chart 24
Would Reminder Call Be Helpful?
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Method of Fare Payment and Electronic Technology

Chart 26 indicates that customers largely use cash to pay their Handy Ride fare and that this has been the

case since 2004. In the current survey, approximately three-fourths (74 percent) pay their fare with cash.

In previous survey periods, the percentages of customers who pay cash are as follows: 2004 —76 percent;
2007 — 72 percent, 2011 — 71 percent, 2014 — 77 percent, and 2018 — 76 percent. The alternative method
of fare payment is the Handy Ride Pass (26 percent in 2022, 24 percent in 2018, 23 percent in 2014 and 29
percent in 2011).

80%

70%

60%

50%

40%

30%

20%

10%

0%

Customers who are retired (85 percent) and disabled (79 percent) normally pay their fare with cash
while those who are employed full time (73 percent) and individuals who are self-employed (67
percent) normally use the Handy Ride Pass to pay their fare.

Customers who do not consider themselves to have limited English proficiency normally pay their
fare with cash (78 percent) while those who feel they have a lack of English proficiency are more
likely to pay with a pass (64 percent).

Females tend to pay their fare using cash (78 percent); males (66 percent).

Chart 26
Method of Fare Payment

H2022 ®2018 2014 ®2011

% 76% 7%
71%

26% 29%
24% 23%

Cash Handy Ride Pass
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The availability and use of a smart phone is shown in Chart 27. Nearly three-fifths of respondents (58
percent) indicate that they have the use of a smart phone. This represents a slight increase in the use of a
smart phone since the 2018 survey where 55 percent indicated that they used a smart phone. However, the
results in 2022 and 2018 represent a considerable increase in the use of Smart phones from the 2014 and
2011 surveys — 2014 (24 percent used smart phones) and in 2011 (10 percent used smart phones). In the
current year (2022), nearly two-thirds (66 percent) of Smart Phone users would use a mobile app for
reservations if such an App were available.

= As suspected, younger customers are more likely to use a smart phone (18-54 = 70 percent) versus
older customers (over the age of 55 = 49 percent).

Chart 27

Use Smart Phone?

H2022 ®2018 k2014 ®2011
90%

90%
2022: 66% of Smart Phone Users Would 76%

80% Use Mobile App for Reservations, if Available

0, 0,
70% 58% 55%

60%
45%
42%
50%

0,
40% 24%
30%
20% 10%

10%

0%
Yes No

Chart 28 shows that among those respondents who use the Internet at least once per week (58
percent), 40 percent have visited the FAX website. Among those respondents who do not use the
Internet at least once per week (42 percent), 15 percent have visited the FAX website. In general,

30 percent of all respondents have visited the FAX website.
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= Customers who visited the FAX website indicated that pick-ups on time are an important
factor in determining their level of satisfaction with Handy Ride (49 percent), as opposed
those who never visited the FAX website (35 percent).

Chart 28
Use Internet at Least Once per Week/Visited FAX Website
30% of all Respondents have visited FAX Website

Use Internet at Least
Once per Week, 58%

40% of Weekly Internet Users have visited FAX Website

15% of Non-Weekly Internet Users have visited FAX Website

Do Not Use Internet at
Least Once per Week,
42%

Use of FAX Fixed Route Bus and Exclusive Reliance on Handy Ride

Chart 29 shows that 71 percent of Handy Ride customers either strongly agree (38 percent) or agree (33
percent) that they are totally dependent upon Handy Ride for their transportation needs. This represents an
increase in Handy Ride dependency since 2018 where 65 percent either strongly agreed or agreed that they
were totally dependent on Handy Ride. The 2014 level of agreement regarding Handy Ride dependency

was 70 percent, and in 2011, the level of dependency was 64 percent.
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Chart 29
Totally Depend Upon Handy Ride for Transportation
Needs

2022 ®2018 2014 w2011

0% 10% 20% 30% 40% 50%

38%
33%
Strongly Agree 45%
44%

33%
32%
Agree 25%
20%

11%
) 13%
Sllightly Agree 14%

19%

7%
10%
Slightly Disagree 7%

9%

6%
7%
Disagree 6%

6%

5%
Strongly 5%
Disagree 3%
2%
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Chart 30 indicates that two in five (40 percent) customers in the current year occasionally ride a FAX
fixed-route bus. This result is identical with the finding from the 2018 survey. Both the 2022 and the 2018
survey findings represent a considerable increase in the use of the fixed-route bus over the 2014 and 2011
survey periods (32 percent usage in 2014 and only 18 percent usage in 2011).

Chart 30
Occasionally Ride FAX Fixed-Route Bus?

H2022 ®2018 w2014 2011

90% 82%

0,
80% 68%

70% 60%  60%

60%

50% 40%  40%

40% 32%

0,
30% 18%

20%
10%

0%
Yes No

Chart 31 shows that nearly one-fifth (19 percent) of those who have occasionally used the fixed-route bus
did so because it is convenient to use such a bus to travel to a nearby destination. This reason is followed
by the need to make a last-minute trip and did not have time to make a Handy Ride reservation (17 percent),
the ability to travel to places not served by Handy Ride (15 percent), and to take advantage of the faster bus
trip (9 percent).

In 2018, the top reasons why Handy Ride customers used the fixed buses were the same but in different
proportions--convenience to use such a bus to travel to a nearby destination (25 percent), the need to make
a last-minute trip (22 percent), the ability to gain access to destinations not served by Handy Ride (12
percent), and the inability of Handy Ride customers to obtain a reservation (7 percent). The 2014 survey
had far fewer respondents indicating that the bus allowed them to access destinations not served by Handy

Ride and substantially more indicating that a faster bus trip induced them to use the bus.
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Chart 31
Reason for Supplementing Handy Ride with FAX Fixed

Route Buses
(Among 40% Who Sometimes Ride FAX Bus)
2022 W2018 2014

30% 2011: Untallied respones
included more convenient,
flexible, no need to wait

25% for pick up--also time/route
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There is an increasing interest in the possibility of using FAX wheelchair accessible buses. Nearly two-
fifths (37 percent) of 2022 Handy Ride customers would consider using wheelchair accessible buses if FAX
provided free training (Chart 32). This represents a slight increase over the 2018 survey results where 33
percent would consider using wheelchair accessible buses. In 2014 and 2011, there was considerably less
interest in wheelchair accessible buses. In 2014, 18 percent of Handy ride customers considered using
wheelchair accessible buses and in 2011, only 10 percent entertained this option.

Chart 32
Consider Using FAX Wheelchair Accessible Buses
if FAX Provided Free Training?

(among 60% who do not use FAX Buses)

2022 ®2018 w2014 =2011
90%

90% 82%
80%
67%
63%
70%
60%
50%
37%
40% 33%
30%
18%
20%
10%
10%
0%
Yes No
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Covid Protocols

Quite obviously, COVID has impacted the lives of everyone and has had an effect upon travel. Chart 33
shows that, during Covid, nearly two-fifths (38 percent) of respondents took fewer Handy Ride trips.
Another 10 percent took more trips and over one-third (33 percent) made no changes in the number of
Handy Ride trips taken during Covid. Nearly one-fifth (18 percent) did not use Handy Ride at all during
Covid.

Chart 33
Has the Number of Trips Taken Changed During COVID?

Number of Trips Not

Fewer Trips Taken, Changed, 34%

38%

More Trips Taken, 10% Did Not Use Handy

Ride, 18%

Chart 34 indicates that among those who used Handy Ride during COVID (82 percent), over three-fifths
(61 percent) used Handy Ride for medical/dental trips. Another 13 percent used Handy Ride for shopping
trips, with social/recreation (7 percent), Work/Business (6 percent), and Errands/Personal (6 percent)

following in order.

Chart 35 reports that among the 56 percent of respondents who took fewer trips or no trips at all on Handy
Ride during COVID, these respondents handled their transportation needs in the following ways: obtained
rides from family and friends (45 percent), stayed home more often (36 percent), used the FAX bus, medical
transport, and their own car (12 percent), and used of Uber, Lyft, and taxis (6 percent).
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Chart 34
Trip Purpose Using Handy Ride During COVID
(Among 82% Who Used Handy Ride During COVID)

0% 10% 20% 30% 40% 50% 60% 70%
College — 3%
High/Middle/Elementary School — 3%
Work/Business — 6%
Shopping — 13%
Errands/Personal — 6%
Recreation/Social — 7%
Medical/Dental 61%

Other ~— 1%

Chart 35
Alternative Transportation Mode During COVID
(Among 56% Who Took Fewer Trips or None at All on Handy Ride During COVID)

0% 10% 20% 30% 40% 50%
Uber/Lyft/Taxi — 6% 5% Medical/Dental--1% Shopping
Friends/Family Drive 45%
Stay Home More 36%
Bus/Medical Transport/Have Car 12%

GoGoGrandparent.com — 0%

Other 1%

53
2022 Handy Ride Telephone Satisfaction Survey Rea & Parker Research
City of Fresno—Fresno Area Express (FAX) March 2022
Page 264



APPENDIX

1. Questionnaire 55
2. Frequencies 67
3. Open Ended Responses 97
54
2022 Handy Ride Telephone Satisfaction Survey Rea & Parker Research
City of Fresno—Fresno Area Express (FAX) March 2022

Page 265



Questionnaire

55
2022 Handy Ride Telephone Satisfaction Survey Rea & Parker Research
City of Fresno—Fresno Area Express (FAX) March 2022
Page 266



Handy Ride Telephone Survey 2022

Hello, my name is . I'm calling from . We’re conducting
a customer satisfaction survey on behalf of the FAX Handy Ride Paratransit service. FAX
would like to have a better understanding of how you feel about their service. This
interview will take approximately 10-15 minutes. Your responses are completely
confidential, and all results will be reported in summarized form only.

Are you able to answer questions about the Handy Ride service? [IF NO, IS THERE
SOMEONE THERE WHO CAN? (e.g. caretaker, family member, etc.]. Ask this other
respondent for relationship to customer and confirm that she/he is familiar with
Handy Ride and can respond about the customer’s opinion. Also make certain that
actual customer is not able to respond himself/herself.

Could you take a few minutes right now to help us out with your opinions? [IF NO,
ARRANGE CB]

IF ASKED FOR A CONTACT NAME:

Please call Richard Parker, Rea & Parker Research 858-279-5070.

IF TOLD "NO TIME"OR “BUSY RIGHT NOW’*:
Could | schedule a more convenient time?

"LM":

This is... calling from . It's..(DATE and TIME). We’re conducting a
customer satisfaction survey on behalf of the FAX Handy Ride service. We’ll try again
another time. Thank you.

"LM":

This is...calling from . We've been trying to reach you for a few
days regarding our customer satisfaction survey on behalf of the FAX Handy Ride service.
Could you please call us at and leave a message with the best times to

reach you? Thank you.

RESP: We would like to know with whom we are speaking, Are you...?
HANDY RIDE CUSTOMER

CARE GIVER/NURSE

FRIEND/RELATIVE

OTHER, SPECIFY

PowbhPE

NOTE: SURVEY QUESTIONS TO CUSTOMER WILL USE “YOU” IN QUESTION IF
RESPONDENT IS CUSTOMER. OTHERWISE, REFER TO CUSTOMER BY NAME AS
MR. or MS.
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Q1. How many one-way trips via Handy Ride (for example, if you take a round trip,
that would be counted as two trips) do(es) you/NAME take in a typical week?

(99 = DK/REF)

Q2. How long have (has) you/NAME been using Handy Ride?

NogakwhE

LESS THAN THREE MONTHS

3 TO 6 MONTHS

7 MONTHS TO 11 MONTHS

ONE TO 1.5 YEARS

MORE THAN 1.5 YEARS BUT UNDER 3 YEARS
3 YEARS OR MORE

DK—DO NOT READ

Q3. When you/NAME use(s) Handy Ride, what is the most common purpose of
your/NAME'’S trip?

1.
2
3
4
5
6.
7
8
9
1

0.

TO / FROM WORK

. TO/FROM SCHOOL

. TO/FROM SHOPPING

. TO/ FROM APPOINTMENTS (E.G., MEDICAL / DENTIST, ETC.)
. RUN ERRANDS/PAY BILLS

ENTERTAINMENT/DINING

. CHURCH/TEMPLE/MOSQUE/SYNAGOGUE
. VISITING FRIENDS / RELATIVES

OTHER (PLEASE SPECIFY) ..........
DK—DO NOT READ

Q4. When was your/NAME’S most recent trip using Handy Ride?

1. Within the last two weeks
2. More than 2 weeks ago but more recent than one month ago
3. One-to-Three Months ago
4. More than 3 Months ago (GO TO Q4a)
5. CAN'T REMEMBER / DON'T KNOW—DO NOT READ
Q4a. (IF Q4 =4—IF OTHERWISE, GO TO Q5) Why have you not used
Handy Ride during the past three months? — (PRESS FOR MORE
DETAIL IF THE RESPONDENT SAYS, “JUST HAVEN’T NEEDED
IT” OR SOMETHING SIMILAR)
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Q5. How much do(es) you/NAME agree or disagree with this statement: “I/NAME
totally depend(s) on Handy Ride for all my/his or her transportation

needs”?

NogakwhpE

STRONGLY AGREE

AGREE

SLIGHTLY AGREE
SLIGHTLY DISAGREE
DISAGREE

STRONGLY DISAGREE
DON'T KNOW -DO NOT READ

Q6. Do(es) you/NAME plan to take more or fewer trips per week on Handy Ride in
the next three months?

1.

Q6a.

arelis

MORE TRIPS

2. FEWER TRIPS
3.
4. WILL NOT USE HANDY RIDE

SAME—NO CHANGE

(IF Q6 NOT = 1---IF Q6= 1, GO TO Q7). Please explain why you/NAME

not planning to use Handy Ride more than you do now.

Q7. Did COVID change the number of weekly trips you/NAME have/has taken using

Handy Ride?

1.

2
3.
4

Q7a.

I have not changed my usage of Handy Ride during COVID

. | have not used Handy Ride during COVID (GO TO Q7b)

| take more trips using Handy Ride during COVID

. | take fewer trips using Handy Ride during COVID

(IF Q7 =1 OR Q7 = 3 OR Q7 = 4) If you/NAME used Handy Ride during

COVID, what was your most common trip purpose? (CHECK ONLY ONE)

1. College 5. Errands/Personal
2. High/Middle/Elementary School 6. Recreational/Social
3. Work/Business 7. Medical/Dental
4, Shopping 8. Other, please specify
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Q7b. (IF Q7 =2 OR Q7 = 4--—IF OTHERWISE, GO TO Q7c) If you/NAME have
taken fewer Handy Ride trips during COVID, what means of travel have you been

using?

___Uber/Lyft/Taxi (GO TO Q7c)

. ___Friends or family drive

1.

2

3. | stay home more

4.  GoGoGrandparent.com
5

. ___ Other, please specify

Q7c. (IFQ7b =1—IF OTHERWISE, GO TO Q8) If you/NAME used Uber or Lyft
or a taxi instead of Handy Ride during COVID, what was your typical trip purpose?

(CHECK ONLY ONE)

1.  College 5. Errands/Personal
2. High/Middle/Elementary School 6.  Recreational/Social
3. Work/Business 7. Medical/Dental

4.  Shopping 8. Other, please specify

Q8. Based on your/NAME’s ridership experience, and on a scale of 1-to-6, with 1
being VERY SATISFIED, 2 SATISFIED, 3 SLIGHTLY SATISFIED, 4 SLIGHTLY
DISSATISFIED, 5 DISSATISFIED and 6 being VERY DISSATISFIED, how
satisfied, or dissatisfied are(is) you/NAME with Handy Ride in getting you/NAME
home or to your/NAME’S destination on time? Again 1 is VERY SATISFIED and
6 is VERY DISSATISFIED

(7= DON’T KNOW—DO NOT READ)
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Q9a-q. | am now going to ask you/NAME to rate a series of other Handy Ride features

that you/NAME have (has) likely experienced as a customer of Handy Ride.
We'll use that same 1-to-6 scale, again where 1 is VERY SATISFIED and 6 is

VERY DISSATISFIED.

Feature

7= DK
415 ]| 6 Do Not
Read

Handy Ride’s Scheduled Pick-Ups? (Within 30 minutes
after your scheduled pick-up time)

Handy Ride’s “Will-Call-Pick-Ups”? (customer is not
certain when to be picked up, so return trips are not
prescheduled and the customer is picked up to 90
minutes from the time he or she calls to be picked-up,
medical trips only)

Cleanliness inside Handy Ride vehicles

Drivers’ courtesy

Drivers’ driving skills

Drivers’ enforcement of COVID safety procedures, such
as wearing masks and conducting a COVID screening

Drivers’ traffic-safety consciousness

The overall comfort of the rides

Handy Ride reservations staff’'s accuracy (i.e., they get
the correct time and location)

Handy Ride reservations staff’'s courtesy

Handy Ride reservations staff’'s implementation of COVID
protocols, such as conducting a COVID health screening

Handy Ride’s Monday to Sunday “8 AM to 5 PM”
reservation hours

Handy Ride’s reservation policy where you can reserve
your ride 1 to 2 days before your trip

Handy Ride service hours

Value provided by Handy Ride for the fare/price paid

Locations and payment methods to purchase passes

Availability of information on Handy Ride provided by
FAX

Overall service provided by FAX’s Handy Ride
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Q10a-b. You/NAME may have considered several factors when thinking about
your/NAME'S level of satisfaction with Handy Ride service. What would be the two
most important factors that impact your/NAME'’S level of satisfaction?

Q11.

Q12.

Q13.

DO NOT READ—CODE USING THE FOLLOWING SCHEMA

COVID-RELATED SAFETY on the VEHICLE

SAFETY IN TRAFFIC

DRIVERS' DRIVING SKILLS

DRIVERS' CUSTOMER SERVICE

RESERVATION STAFF'S ACCURACY

RESERVATION STAFF'S CUSTOMER SERVICE

PICK-UPS BEING ON TIME

WAIT TIME FOR PICK-UPS

CLEANLINESS INSIDE THE VEHICLE

10. REASONABLE FARE / PRICE of MONTHLY PASS

11. HANDY RIDE'S RESERVATION HOURS

12. HANDY RIDE'S HOURS OF OPERATION / SERVICE

13. HOW CIVIL or COURTEOUS are the OTHER RIDERS IN THE
VEHICLE

14. COMFORT LEVEL of the RIDE

15. TYPE OF VEHICLE USED - BUS, SEDAN

20. OTHER. please specify

25. DON'T KNOW—DO NOT READ

CoNoOOR~wWNOE

How safe do(es) you/NAME feel in Handy Ride vehicles?

VERY SAFE

SOMEWHAT SAFE
SOMEWHAT UNSAFE

VERY UNSAFE

DON'T KNOW [DO NOT READ]

A

Have (Has) you/NAME ever waited over 90 minutes (for a Handy Ride “Will-Call-
Pick-Up”)?

1. YES, ON THREE OR MORE OCCASSIONS

2. YES, ONCE OR TWICE

3. NO, NEVER HAVE

4. DON'T KNOW /CAN'T RECALL—DO NOT READ

How long was your/NAMES’S longest wait from the time of your call for a Handy
Ride Will Call Pickup to arrive? mins. (999 = DON'T KNOW—
DO NOT READ)
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Q14. How long has your/NAME typical wait been for a “Will-Call-Pick-Up” to
arrive? (999 = DK—DO NOT READ) mins.
Q15. Have (Has) you/NAME waited over 30 minutes for a Handy Ride Scheduled pick-
up?
1. YES, ON THREE OR MORE OCCASSIONS
2. YES, ONCE OR TWICE
3. NO, NEVER HAVE
4. DON'T KNOW / CAN'T RECALL
Q16. How long was your/NAME'’S longest wait for your Scheduled pick-up?
(999=DK—DO NOT READ) mins.
Q17. How long has your/NAME'’S typical wait been for a Handy Ride Scheduled pick-
up?
(999 = DK—DO NOT READ) mins.
Q18. What has been the typical duration of your/NAMES'’S rides each way (i.e., the
time you are on board a Handy Ride vehicle; not the wait time)?
(999 = DK—DO NOT READ) mins
Q19. Do(es) you/NAME usually allow a 2-hour window between your/NAME’S
requested pick-up time and your/NAME’S appointment time (i.e., the time
you/NAME need(s) to be at a particular place)?
1. YES, ALWAYS 2 HOURS
2. YES, SOMETIMES
3. NO, USUALLY ALLOW A 1-HOUR WINDOW
4. OTHER (PLEASE SPECIFY)
Q20. Have (Has) you/NAME encountered occasions where Handy Ride arrived to pick
you/NAME up earlier than you/NAME anticipated?
1. YES, ON THREE OR MORE OCCASSIONS
2. YES, ONCE OR TWICE
3. NO, NEVER HAVE
4. DON'T KNOW / CAN'T RECALL
Q21. Would you/NAME find it helpful to receive a reminder notification on the night
before or on the same day for trips scheduled on Handy Ride?
1. YES, both the night before and on the same day
2. YES, night before only
3. YES, same day only
4. NEITHER WOULD BE HELPFUL
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Q22. How do(es) you/NAME normally pay your fare?

1. Cash
2. Handy Ride Pass
3. DK—DO NOT READ

Q23. Do(es) you/NAME occasionally ride FAX fixed-route bus?

1. YES
2. NO---(GO TO 23b)
3. DK [DO NOT READ]

Q23a. (IF Q23 =1—IF OTHERWISE, GO TO Q23b) What was/were your/NAME’S
reason(s) for supplementing your/NAME’S transportation needs with FAX fixed-

route buses?

Q23b. Would you/NAME consider using FAX’s fixed route buses, which are all
accessible, if you/NAME could access a free travel training program to learn how

to use these buses?

1. Yes
2. No
3. DK/REF—DO NOT READ

Q24. Have (Has) you/NAME ever visited the FAX or Handy Ride website to obtain
information about transportation services?

1. YES
2. NO
3. DK—DO NOT READ

Q25. Do(es) you/NAME use a smart phone or mobile applications?

1. YES
2. NO
3. DK—DO NOT READ
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Q25a. (IF Q25 = 1—IF OTHERWISE, GO TO Q26) If Handy Ride had a mobile
app, would you use it to make your reservations?

1. YES
2. NO
3. DK—DO NOT READ

Q26. Do(es) you/NAME use the Internet at least once a week?

1. YES
2. NO
3. DK—DO NOT READ

Q27. Are you aware that repeated No-Shows can result in your service being
suspended?

1. YES
2. NO—
3. DK—DO NOT READ

DEMOGRAPHICS

To ensure that we are talking to a wide variety of riders, we would like to ask you a few
more questions. First, ...

MILITARY STATUS  Are you/NAME active-duty military or a U.S. Veteran?

1.  Yes
2. No
3. ____ DON'T KNOW—DO NOT READ

WORK What is your/NAME’S work status? Are you/ls NAME....?

1. EMPLOYED FULL-TIME BY A THIRD PARTY (i.e. SOMEONE OR
SOME BUSINESS OR AGENCY)

EMPLOYED PART TIME BY A THIRD PARTY

SELF EMPLOYED

STUDENT AND EMPLOYED

STUDENT AND NOT EMPLOYED

HOMEMAKER

RETIRED

UNEMPLOYED

. DISABLED AND UNABLE TO WORK

12. OTHER, Specify
15. DK/REFUSED—DO NOT READ

©CONOGOAWN
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AGE Which of

1.

the following age categories best describes your/NAME'’S current age?
UNDER 18 YEARS OLD

2. 18 TO 34 YEARS OLD
3. 35TO 54 YEARS OLD
4.
5
6

55 TO 74 YEARS OLD

. 75 OR OLDER

DK/REFUSED TO ANSWER—DO NOT READ

EDUCATION: What is the last grade in school you/NAME have/has completed?

1. LESS THAN 8TH GRADE EDUCATION
2. SOME HIGH SCHOOL

3. HIGH SCHOOL GRADUATE

4.
5
6
7

VOCATIONAL / TECHNICAL SCHOOL

. COLLEGE GRADUATE
. POST GRADUATE EDUCATION

DK/REFUSED TO ANSWER—DO NOT READ

ETHNICITY  Which of the following most closely describes your/NAME’S ethnic
background? (CHECK ONE)

PwbdE

HISPANIC

WHITE/CAUCASIAN

AFRICAN AMERICAN/BLACK

ASIAN/SOUTHEAST ASIAN (PLEASE SPECIFY NATIONAL ORIGIN
OR ASIAN ETHNIC GROUP )

5. AMERICAN INDIAN
6. PACIFIC ISLANDER
7. MIDDLE EASTERNER
8.
12
16

MIXED, PLEASE SPECIFY
. OTHER, PLEASE SPECIFY
. DK/IREFUSED TO ANSWER—DO NOT READ

LEP: Do you consider yourself/NAME to be limited in the English language?

1. Yes 2. No 3. DK—DO NOT READ
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LANGUAGE What is the primary language spoken in your/NAMES’s home?

ENGLISH

SPANISH OR SPANISH CREOLE
HMONG

PUNJABI

OTHER INDIC LANGUAGES
LAOTIAN

MON-KHMER, CAMBODIAN
CHINESE

. ARABIC

10.VIETNAMESE

11. ARMENIAN

12. TAGALOG

15. OTHER,

20. DK/REFUSED TO ANSWER—DO NOT READ

CoNOGOR~WNOE

INCOME Which of the following categories best describes your/NAME'’s total
household income in 2021, before taxes?

1. LESS THAN $10,000 PER YEAR

2. $10,000 TO $19,999 PER YEAR

3. $20,000 TO $29,999 PER YEAR

4. $30,000 TO $39,999 PER YEAR

5. $40,000 TO $49,999 PER YEAR

6. $50,000 OR MORE

7. DK/REFUSED TO ANSWER—DO NOT READ

ZIP  What is your residential zip code? (DK=00000----- DO
NOT READ)

GENDER  What is your/NAME’s gender?

1. MALE

2. FEMALE

3. OTHER

4. REFUSED TO ANSWER—DO NOT READ
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Frequency Tables
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Respondent

Frequency Percent Valid Percent Cumulative Percent
Valid Handy Ride Customer 235 92.5 92.5 92.5
Care Giver/Nurse 8 3.1 3.1 95.7
Friend/Relative 11 4.3 4.3 100.0

Total 254 100.0 100.0

Number of One-Way Trips per Week

Freguency Percent Valid Percent Cumulative Percent
Valid 0 11 4.3 4.7 4.7
1 29 114 12.5 17.2
2 73 28.7 31.5 48.7
3 17 6.7 7.3 56.0
4 40 15.7 17.2 73.3
5 6 2.4 2.6 75.9
6 25 9.8 10.8 86.6
7 1 A4 A4 87.1
8 10 3.9 4.3 91.4
10 15 5.9 6.5 97.8
11 1 A4 A4 98.3
12 1 4 4 98.7
14 1 4 4 99.1
16 1 4 A4 99.6
20 1 4 4 100.0
Total 232 91.3 100.0
Missing Don't Know 22 8.7
Total 254 100.0
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Length of Time Handy Ride Customer

Frequency Percent Valid Percent Cumulative Percent

Valid Less than 3 Months 5 2.0 2.0 2.0
3 to 6 Months 21 8.3 8.4 10.4
7 to 11 Months 20 7.9 8.0 18.3
One to 1.5 Years 27 10.6 10.8 20.1
More than 1.5 but less than 3 49 19.3 19.5 48.6
Years
3 Years or More 129 50.8 51.4 100.0
Total 251 98.8 100.0

Missing Don't Know 3 1.2

Total 254 100.0

Most Common Trip Purpose

Freguency Percent Valid Percent Cumulative Percent
Valid To/From Work 19 7.5 7.5 7.5
To/From School 13 5.1 5.1 12.6
To/From Shopping 26 10.2 10.2 22.8
To/From Appointments (e.g. 152 59.8 59.8 82.7
Medical/Dental)
Run Errands/Pay Bills 8 3.1 3.1 85.8
Entertainment/Dining 7 2.8 2.8 88.6
Church/Temple/Mosque/Synagog 10 3.9 3.9 92.5
ue
Visit Friends/Relatives 9 35 35 96.1
Recreation 4 1.6 1.6 97.6
Adult Daycare Program 4 1.6 1.6 99.2
Other 2 .8 .8 100.0
Total 254 100.0 100.0
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When was Most Recent Handy Ride Trip

Frequency Percent Valid Percent Cumulative Percent
Valid Within the Last 2 Weeks 115 45.3 46.0 46.0
More than 2 Weeks Ago but Less 34 13.4 13.6 59.6
than One Month
One-to-Three Months Ago 36 14.2 14.4 74.0
More than 3 Months Ago 65 25.6 26.0 100.0
Total 250 98.4 100.0
Missing Can't Remember/Don't Know 4 1.6
Total 254 100.0
Why Not Handy Ride--Past 3 Mos. Coded
Freguency Percent Valid Percent Cumulative Percent
Valid COVID 20 7.9 30.8 30.8
Get Ride/Have Car 17 6.7 26.2 56.9
Not Going to Work/School 5 2.0 7.7 64.6
Too Ill/Injured 6 2.4 9.2 73.8
Fewer Appointments 4 1.6 6.2 80.0
Service Dissatisfaction 9 3.5 13.8 93.8
Location Not Served 2 .8 3.1 96.9
Not Needed 2 .8 3.1 100.0
Total 65 25.6 100.0
Missing System 189 74.4
Total 254 100.0
Agree/Disagree--Totally Depend on Handy Ride
Frequency Percent Valid Percent Cumulative Percent
Valid Strongly Agree 94 37.0 38.2 38.2
Agree 82 32.3 33.3 71.5
Slightly Agree 27 10.6 11.0 82.5
Slightly Disagree 18 7.1 7.3 89.8
Disagree 14 5.5 5.7 95.5
Strongly Disagree 11 4.3 4.5 100.0
Total 246 96.9 100.0
Missing Don't Know 8 3.1
Total 254 100.0
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Plan to Take More or Fewer Trips Next Three Months

Frequency Percent Valid Percent Cumulative Percent
Valid More Trips 132 52.0 52.0 52.0
Fewer Trips 40 15.7 15.7 67.7
Same-No Change 71 28.0 28.0 95.7
Will Not Use Handy Ride Next 11 4.3 4.3 100.0
Three Months
Total 254 100.0 100.0
Why Not More Trips--3 Mos--Coded
Freguency Percent Valid Percent Cumulative Percent
Valid COVID 11 4.3 9.0 9.0
Get Ride/Have Car 36 14.2 29.5 38.5
Not Going to Work/School 7 2.8 5.7 44.3
Too llli/Injured 9 3.5 7.4 51.6
Fewer Appointments 31 12.2 254 77.0
Service Dissatisfaction 13 5.1 10.7 87.7
Other 15 5.9 12.3 100.0
Total 122 48.0 100.0
Missing System 132 52.0
Total 254 100.0

Did COVID Change Number of Handy Ride Weekly Trips?

Frequency Percent Valid Percent Cumulative Percent
Valid Have Not Changed My Usage 86 33.9 33.9 33.9
Have Not Used Handy Ride 47 18.5 18.5 52.4
During COVID
More Trips During COVID 25 9.8 9.8 62.2
Fewer Trips During COVID 96 37.8 37.8 100.0
Total 254 100.0 100.0
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Most Common Trip Purpose During COVID

Frequency Percent Valid Percent Cumulative Percent
Valid College 6 2.4 2.9 2.9
High School/Middle 5 2.0 2.4 53
School/Elementary School
Work/Business 13 5.1 6.3 11.6
Shopping 27 10.6 13.0 24.6
Errands/Personal 12 4.7 5.8 30.4
Recreation/Social 15 5.9 7.2 37.7
Medical/Dental 126 49.6 60.9 98.6
Other 3 1.2 1.4 100.0
Total 207 81.5 100.0
Missing System 47 18.5
Total 254 100.0
Fewer Trips During COVID--Means of Travel
Freguency Percent Valid Percent Cumulative Percent
Valid Uber/Lyft/Taxi 9 3.5 6.3 6.3
Friends/Family Drive 64 25.2 44.8 51.0
Stay Home More 52 20.5 36.4 87.4
Bus/Medical Transport/Care 17 6.7 11.9 99.3
Provider/Have Car
Other 1 4 7 100.0
Total 143 56.3 100.0
Missing System 111 43.7
Total 254 100.0
Trip Purpose--Uber/Lyft/Taxi During COVID
Freguency Percent Valid Percent Cumulative Percent
Valid Shopping 2 .8 22.2 22.2
Medical/Dental 7 2.8 77.8 100.0
Total 9 35 100.0
Missing System 245 96.5
Total 254 100.0
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Satisfaction Getting to Destination On Time

Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 98 38.6 38.9 38.9
Satisfied 93 36.6 36.9 75.8
Slightly Satisfied 25 9.8 9.9 85.7
Slightly Dissatisfied 10 3.9 4.0 89.7
Dissatisfied 20 7.9 7.9 97.6
Very Dissatisfied 6 2.4 2.4 100.0
Total 252 99.2 100.0
Missing Don't Know/Refused 2 .8
Total 254 100.0

Satisfaction Scheduled Pickups

Freguency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 101 39.8 40.4 40.4
Satisfied 69 27.2 27.6 68.0
Slightly Satisfied 40 15.7 16.0 84.0
Slightly Dissatisfied 14 5.5 5.6 89.6
Dissatisfied 16 6.3 6.4 96.0
Very Dissatisfied 10 3.9 4.0 100.0
Total 250 98.4 100.0
Missing Don't Know/Refused 4 1.6
Total 254 100.0

Satisfaction Will-call Pickups

Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 84 33.1 36.2 36.2
Satisfied 70 27.6 30.2 66.4
Slightly Satisfied 26 10.2 11.2 77.6
Slightly Dissatisfied 18 7.1 7.8 85.3
Dissatisfied 19 7.5 8.2 93.5
Very Dissatisfied 15 5.9 6.5 100.0
Total 232 91.3 100.0
Missing Don't Know/Refused 22 8.7
Total 254 100.0
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Satisfaction Cleanliness Inside Vehicles

Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 141 55.5 57.8 57.8
Satisfied 71 28.0 29.1 86.9
Slightly Satisfied 16 6.3 6.6 93.4
Slightly Dissatisfied 3 1.2 1.2 94.7
Dissatisfied 6 2.4 2.5 97.1
Very Dissatisfied 7 2.8 2.9 100.0
Total 244 96.1 100.0
Missing Don't Know/Refused 10 3.9
Total 254 100.0
Satisfaction Driver Courtesy
Freguency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 156 61.4 62.4 62.4
Satisfied 53 20.9 21.2 83.6
Slightly Satisfied 15 5.9 6.0 89.6
Slightly Dissatisfied 8 3.1 3.2 92.8
Dissatisfied 7 2.8 2.8 95.6
Very Dissatisfied 11 4.3 4.4 100.0
Total 250 98.4 100.0
Missing Don't Know/Refused 4 1.6
Total 254 100.0
Satisfaction Driver Driving Skill
Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 153 60.2 61.9 61.9
Satisfied 68 26.8 27.5 89.5
Slightly Satisfied 13 5.1 5.3 94.7
Slightly Dissatisfied 4 1.6 1.6 96.4
Dissatisfied 4 1.6 1.6 98.0
Very Dissatisfied 5 2.0 2.0 100.0
Total 247 97.2 100.0
Missing Don't Know/Refused 7 2.8
Total 254 100.0
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Satisfaction Driver COVID Safety

Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 138 54.3 60.0 60.0
Satisfied 67 26.4 29.1 89.1
Slightly Satisfied 11 4.3 4.8 93.9
Slightly Dissatisfied 3 1.2 1.3 95.2
Dissatisfied 5 2.0 2.2 97.4
Very Dissatisfied 6 2.4 2.6 100.0
Total 230 90.6 100.0
Missing Don't Know/Refused 24 9.4
Total 254 100.0
Satisfaction Driver Traffic Safety
Freguency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 160 63.0 64.8 64.8
Satisfied 63 24.8 25.5 90.3
Slightly Satisfied 12 4.7 4.9 95.1
Slightly Dissatisfied .8 .8 96.0
Dissatisfied 1.6 1.6 97.6
Very Dissatisfied 6 2.4 2.4 100.0
Total 247 97.2 100.0
Missing Don't Know/Refused 7 2.8
Total 254 100.0
Satisfaction Overall Comfort of Ride
Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 122 48.0 49.2 49.2
Satisfied 74 29.1 29.8 79.0
Slightly Satisfied 19 7.5 7.7 86.7
Slightly Dissatisfied 13 5.1 5.2 91.9
Dissatisfied 8 3.1 3.2 95.2
Very Dissatisfied 12 4.7 4.8 100.0
Total 248 97.6 100.0
Missing Don't Know/Refused 6 2.4
Total 254 100.0
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Satisfaction Reservation Staff Accuracy

Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 122 48.0 49.0 49.0
Satisfied 77 30.3 30.9 79.9
Slightly Satisfied 23 9.1 9.2 89.2
Slightly Dissatisfied 7 2.8 2.8 92.0
Dissatisfied 11 4.3 4.4 96.4
Very Dissatisfied 9 3.5 3.6 100.0
Total 249 98.0 100.0
Missing Don't Know/Refused 5 2.0
Total 254 100.0

Satisfaction Reservation Staff Courtesy

Freguency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 143 56.3 57.2 57.2
Satisfied 74 29.1 29.6 86.8
Slightly Satisfied 12 4.7 4.8 91.6
Slightly Dissatisfied 6 2.4 2.4 94.0
Dissatisfied 6 2.4 2.4 96.4
Very Dissatisfied 9 3.5 3.6 100.0
Total 250 98.4 100.0
Missing Don't Know/Refused 4 1.6
Total 254 100.0

Satisfaction Reservation Staff Implementation of COVID Protocols

Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 130 51.2 61.3 61.3
Satisfied 61 24.0 28.8 90.1
Slightly Satisfied 7 2.8 3.3 93.4
Slightly Dissatisfied 2 .8 .9 94.3
Dissatisfied 5 2.0 2.4 96.7
Very Dissatisfied 7 2.8 3.3 100.0
Total 212 83.5 100.0
Missing Don't Know/Refused 42 16.5
Total 254 100.0
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Satisfaction Monday-to-Sunday 8am-5pm Reservation Hours

Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 131 51.6 53.0 53.0
Satisfied 71 28.0 28.7 81.8
Slightly Satisfied 24 9.4 9.7 91.5
Slightly Dissatisfied 4 1.6 1.6 93.1
Dissatisfied 9 3.5 3.6 96.8
Very Dissatisfied 8 3.1 3.2 100.0
Total 247 97.2 100.0
Missing Don't Know/Refused 7 2.8
Total 254 100.0
Satisfaction Reservation Policy 1-2 Days in Advance
Freguency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 134 52.8 54.0 54.0
Satisfied 69 27.2 27.8 81.9
Slightly Satisfied 22 8.7 8.9 90.7
Slightly Dissatisfied 8 3.1 3.2 94.0
Dissatisfied 8 3.1 3.2 97.2
Very Dissatisfied 7 2.8 2.8 100.0
Total 248 97.6 100.0
Missing Don't Know/Refused 6 2.4
Total 254 100.0
Satisfaction Service Hours
Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 126 49.6 51.0 51.0
Satisfied 80 31.5 324 83.4
Slightly Satisfied 20 7.9 8.1 91.5
Slightly Dissatisfied 6 2.4 2.4 93.9
Dissatisfied 6 2.4 2.4 96.4
Very Dissatisfied 9 3.5 3.6 100.0
Total 247 97.2 100.0
Missing Don't Know/Refused 7 2.8
Total 254 100.0
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Satisfaction Value for the Price

Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 147 57.9 60.0 60.0
Satisfied 69 27.2 28.2 88.2
Slightly Satisfied 13 5.1 5.3 93.5
Slightly Dissatisfied 5 2.0 2.0 95.5
Dissatisfied 5 2.0 2.0 97.6
Very Dissatisfied 6 2.4 2.4 100.0
Total 245 96.5 100.0
Missing Don't Know/Refused 9 3.5
Total 254 100.0

Satisfaction Locations/Payment Methods Purchase Passes

Freguency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 85 33.5 47.0 47.0
Satisfied 47 18.5 26.0 72.9
Slightly Satisfied 16 6.3 8.8 81.8
Slightly Dissatisfied 10 3.9 5.5 87.3
Dissatisfied 11 4.3 6.1 93.4
Very Dissatisfied 12 4.7 6.6 100.0
Total 181 71.3 100.0
Missing Don't Know/Refused 73 28.7
Total 254 100.0

Satisfaction Availability of Information

Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 115 45.3 51.1 51.1
Satisfied 69 27.2 30.7 81.8
Slightly Satisfied 18 7.1 8.0 89.8
Slightly Dissatisfied 8 3.1 3.6 93.3
Dissatisfied 6 2.4 2.7 96.0
Very Dissatisfied 9 3.5 4.0 100.0
Total 225 88.6 100.0
Missing Don't Know/Refused 29 11.4
Total 254 100.0
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Satisfaction Overall Service

Frequency Percent Valid Percent Cumulative Percent
Valid Very Satisfied 130 51.2 52.6 52.6
Satisfied 76 29.9 30.8 83.4
Slightly Satisfied 19 7.5 7.7 91.1
Slightly Dissatisfied 12 4.7 4.9 96.0
Dissatisfied 1 4 4 96.4
Very Dissatisfied 9 3.5 3.6 100.0
Total 247 97.2 100.0
Missing Don't Know/Refused 7 2.8
Total 254 100.0
Important Factor in Level of Satisfaction-1 of 2
Freguency Percent Valid Percent Cumulative Percent
Valid COVID-related Safety on Vehicle 2 .8 .8 .8
Safety in Traffic 7 2.8 2.9 3.8
Drivers' Driving Skills 10 3.9 4.2 8.0
Drivers' Customer Service 56 22.0 23.5 315
Reservation Staff's Accuracy 1.6 1.7 33.2
Reservation Staff's Customer 1.6 1.7 34.9
Service
Pick-Ups Being On-Time 93 36.6 39.1 73.9
Wait Time for Pick-Ups 12 4.7 5.0 79.0
Cleanliness Inside the Vehicle 3 1.2 1.3 80.3
Reasonable Fare/Price of Monthly 5 2.0 2.1 82.4
Pass
Handy Ride's Reservation Hours 6 2.4 2.5 84.9
Handy Ride's Hours of 9 35 3.8 88.7
Operation/Service
How Civil/Courteous are Other 3 1.2 1.3 89.9
Riders
Comfort Level of the Ride 8 3.1 3.4 93.3
Locations Served 3 1.2 1.3 94.5
Curbside Pick-Up 3 1.2 1.3 95.8
Wheelchair/Disability Access 2 .8 .8 96.6
Other 8 3.1 3.4 100.0
Total 238 93.7 100.0
Missing Don't Know 16 6.3
Total 254 100.0
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Important Factor in Level of Satisfaction-2 of 2

Frequency Percent Valid Percent Cumulative Percent
Valid COVID-related Safety on Vehicle 4 1.6 2.3 2.3
Safety in Traffic 7 2.8 4.0 6.3
Drivers' Driving Skills 10 3.9 5.7 12.0
Drivers' Customer Service 32 12.6 18.3 30.3
Reservation Staff's Accuracy 7 2.8 4.0 34.3
Reservation Staff's Customer 16 6.3 9.1 43.4
Service
Pick-Ups Being On-Time 18 7.1 10.3 53.7
Wait Time for Pick-Ups 26 10.2 14.9 68.6
Cleanliness Inside the Vehicle 4 1.6 2.3 70.9
Reasonable Fare/Price of Monthly 6 2.4 3.4 74.3
Pass
Handy Ride's Reservation Hours 5 2.0 2.9 77.1
Handy Ride's Hours of 10 3.9 5.7 82.9
Operation/Service
How Civil/Courteous are Other 3 1.2 1.7 84.6
Riders
Comfort Level of the Ride 6 2.4 3.4 88.0
Type of Vehicle Used 1 4 .6 88.6
Locations Served 2 .8 1.1 89.7
Curbside Pick-Up 2 8 1.1 90.9
Arrival Time at Destination 6 2.4 3.4 94.3
Wheelchair/Disability Access 3 1.2 1.7 96.0
Other 7 2.8 4.0 100.0
Total 175 68.9 100.0
Missing Don't Know 34 13.4
System 45 17.7
Total 79 311
Total 254 100.0
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How Safe In Vehicle

Frequency Percent Valid Percent Cumulative Percent
Valid Very Safe 201 79.1 81.4 81.4
Somewhat Safe 41 16.1 16.6 98.0
Somewhat Unsafe 4 1.6 1.6 99.6
Very Unsafe 1 4 4 100.0
Total 247 97.2 100.0
Missing Don't Know 7 2.8
Total 254 100.0
Waited Over 90 Minutes for Will-call Pick-Up?
Freguency Percent Valid Percent Cumulative Percent
Valid Yes, on Three of More Occasions 51 20.1 20.5 20.5
Yes, Once or Twice 72 28.3 28.9 49.4
No, Never Have 126 49.6 50.6 100.0
Total 249 98.0 100.0
Missing Don’t Know/Can't Recall 5 2.0
Total 254 100.0
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Longest Wait for Will-call Pickup (in Minutes)

Frequency Percent Valid Percent Cumulative Percent
Valid 0 1 4 4 4
2 2 .8 9 13
5 1 4 4 1.8
7 1 4 4 2.2
10 10 3.9 4.5 6.7
15 8 3.1 3.6 10.3
20 12 4.7 5.4 15.7
24 1 4 4 16.1
30 32 12.6 14.3 30.5
85 6 2.4 2.7 33.2
40 7 2.8 3.1 36.3
45 12 4.7 5.4 41.7
50 4 1.6 1.8 43.5
55 2 .8 .9 44.4
60 27 10.6 12.1 56.5
75 3] 1.2 13 57.8
80 3] 1.2 13 59.2
85 1 A4 A4 59.6
90 34 13.4 15.2 74.9
95 3] 1.2 1.3 76.2
99 2 .8 .9 77.1
100 2 .8 .9 78.0
105 2 .8 9 78.9
120 32 12.6 14.3 93.3
130 1 4 4 93.7
135 2 .8 .9 94.6
180 5 2.0 2.2 96.9
210 1 4 4 97.3
240 2 .8 9 98.2
276 1 4 4 98.7
360 1 4 4 99.1
440 1 4 4 99.6
640 1 4 4 100.0
Total 223 87.8 100.0
Missing Don't Know 31 12.2
Total 254 100.0
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Typical Wait for Will-call Pick-Up (in Minutes)

Frequency Percent Valid Percent Cumulative Percent
Valid 0 1 A4 .5 .5
2 3 1.2 1.4 1.8
3 2 .8 9 2.7
5 6 2.4 2.7 54
10 17 6.7 7.7 13.1
13 3 1.2 1.4 14.5
15 19 7.5 8.6 23.1
20 19 7.5 8.6 31.7
25 4 1.6 1.8 33.5
30 54 21.3 24.4 57.9
32 1 A4 .5 58.4
85 2 .8 .9 59.3
40 8 3.1 3.6 62.9
45 22 8.7 10.0 72.9
50 2 .8 .9 73.8
60 32 12.6 14.5 88.2
90 17 6.7 7.7 95.9
95 1 A4 .5 96.4
105 1 A4 .5 96.8
120 4 1.6 1.8 98.6
160 1 A4 .5 99.1
180 2 .8 .9 100.0
Total 221 87.0 100.0
Missing Don't Know 33 13.0
Total 254 100.0
Waited Over 30 Minutes for Scheduled Pick-Up?
Frequency Percent Valid Percent Cumulative Percent
Valid Yes, on Three of More Occasions 71 28.0 28.2 28.2
Yes, Once or Twice 76 29.9 30.2 58.3
No, Never Have 105 41.3 41.7 100.0
Total 252 99.2 100.0
Missing Don’t Know/Can't Recall 2 .8
Total 254 100.0
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Longest Wait for Scheduled Pickup (in Minutes)

Frequency Percent Valid Percent Cumulative Percent
Valid 0 2 .8 9 9
1 1 4 5 1.4
2 4 1.6 1.8 3.2
4 1 4 5 3.6
5 7 2.8 3.2 6.8
7 1 4 5 7.2
10 15 5.9 6.8 14.0
15 20 7.9 9.0 23.0
20 22 8.7 9.9 32.9
25 3 1.2 1.4 34.2
30 44 17.3 19.8 54.1
34 1 A4 .5 54.5
85 7 2.8 3.2 57.7
40 14 5.5 6.3 64.0
45 15 5.9 6.8 70.7
50 3] 1.2 14 72.1
55 1 A4 5 72.5
60 30 11.8 13.5 86.0
65 2 .8 .9 86.9
80 1 A4 5 87.4
90 14 5.5 6.3 93.7
99 1 4 5 94.1
100 1 4 5 94.6
120 8 3.1 3.6 98.2
150 1 4 5 98.6
160 1 4 5 99.1
180 1 4 5 99.5
240 1 4 5 100.0
Total 222 87.4 100.0
Missing Don't Know 32 12.6
Total 254 100.0
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Typical Wait for Scheduled Pick-Up (in Minutes)

Frequency Percent Valid Percent Cumulative Percent
Valid 0 6 2.4 2.7 2.7
1 2 .8 .9 3.6
3 1 A4 .5 4.1
5 18 7.1 8.2 12.3
10 31 12.2 14.1 26.4
15 37 14.6 16.8 43.2
17 3 1.2 1.4 44.5
20 33 13.0 15.0 59.5
23 1 4 .5 60.0
25 4 1.6 1.8 61.8
30 48 18.9 21.8 83.6
35 2 .8 .9 84.5
40 5 2.0 2.3 86.8
45 8 3.1 3.6 90.5
50 2 .8 .9 91.4
60 14 5.5 6.4 97.7
75 1 A4 .5 98.2
90 4 1.6 1.8 100.0
Total 220 86.6 100.0
Missing Don't Know 34 13.4
Total 254 100.0
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Typical Time On-Board

Frequency Percent Valid Percent Cumulative Percent
Valid 2 1 5 .5
3 1 4 5 9
5 4 1.6 1.8 2.7
6 1 4 5 3.2
7 1 4 5 3.6
10 17 6.7 7.7 11.3
11 1 4 5 11.8
14 1 4 5 12.2
15 30 11.8 13.6 25.8
17 1 A4 5 26.2
20 31 12.2 14.0 40.3
25 8 3.1 3.6 43.9
30 57 22.4 25.8 69.7
85 3) 1.2 1.4 71.0
40 4 1.6 1.8 72.9
45 21 8.3 9.5 82.4
50 1 A4 5 82.8
60 27 10.6 12.2 95.0
75 1 4 5 95.5
90 5 2.0 2.3 97.7
120 1 4 5 98.2
158 1 4 5 98.6
180 2 .8 .9 99.5
240 1 4 5 100.0
Total 221 87.0 100.0
Missing Don't Know 33 13.0
Total 254 100.0
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Allow 2-Hour Window between Pick-Up and Appointment Times

Frequency Percent Valid Percent Cumulative Percent
Valid Yes, Always 51 20.1 20.1 20.1
Yes, Sometimes 96 37.8 37.8 57.9
No, Usually Allow 1-Hour Window 80 31.5 31.5 89.4
No, 30 Minutes or Less 4 1.6 1.6 90.9
No, More than 1 Hour but Less 6 2.4 2.4 93.3
than 2 Hours
Other 7 2.8 2.8 96.1
7 10 3.9 3.9 100.0
Total 254 100.0 100.0

Handy Ride Arrived Earlier than Anticipated?

Freguency Percent Valid Percent Cumulative Percent
Valid Yes, on Three of More Occasions 37 14.6 14.6 14.6
Yes, Once or Twice 85 33.5 33.6 48.2
No, Never Have 131 51.6 51.8 100.0
Total 253 99.6 100.0
Missing Don’t Know/Can't Recall 1 4
Total 254 100.0

Notification Helpful?

Frequency Percent Valid Percent Cumulative Percent
Valid Yes, Both Night Before and Same 69 27.2 27.2 27.2
Day
Yes, Night Before Only 74 29.1 29.1 56.3
Yes, Same Day Only 53 20.9 20.9 77.2
Neither 58 22.8 22.8 100.0
Total 254 100.0 100.0
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How Normally Pay

Fare

Frequency Percent Valid Percent Cumulative Percent
Valid Cash 181 71.3 74.2 74.2
Handy Ride Pass 63 24.8 25.8 100.0
Total 244 96.1 100.0
Missing Don't Know 10 3.9
Total 254 100.0
Ride FAX Fixed Route Buses
Freguency Percent Valid Percent Cumulative Percent
Valid Yes 89 35.0 39.6 39.6
No 136 53.5 60.4 100.0
Total 225 88.6 100.0
Missing Don't Know 29 11.4
Total 254 100.0
Why Supplement Transportation Needs with Bus--Coded
Freguency Percent Valid Percent Cumulative Percent
Valid Bus is More Convenient 17 6.7 19.1 19.1
Too Long a Wait 2 .8 2.2 21.3
Bus is On Time/More Frequent 8 3.1 9.0 30.3
Cost 2 .8 2.2 32.6
Some Locations Easier by Bus 12 4.7 135 46.1
Handy Ride Does Not Respond 15 5.9 16.9 62.9
Well to Short Notice
Bus Better for Wheelchair 2 .8 2.2 65.2
Enjoy the Bus 3 1.2 3.4 68.5
Forgot to Schedule/Could Not Get 11 4.3 12.4 80.9
Reservation
Other 17 6.7 19.1 100.0
Total 89 35.0 100.0
Missing System 165 65.0
Total 254 100.0
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Consider Bus if Free Training

Frequency Percent Valid Percent Cumulative Percent
Valid Yes 53 20.9 36.8 36.8
No 91 35.8 63.2 100.0
Total 144 56.7 100.0
Missing Don't Know 14 55
System 96 37.8
Total 110 43.3
Total 254 100.0

Ever Visited FAX Website for Information

Frequency Percent Valid Percent Cumulative Percent
Valid Yes 75 29.5 29.6 29.6
No 178 70.1 70.4 100.0
Total 253 99.6 100.0
Missing Don't Know 1 4
Total 254 100.0

Use Smart Phone or Mobile Apps

Freguency Percent Valid Percent Cumulative Percent
Valid Yes 141 55.5 57.6 57.6
No 104 40.9 42.4 100.0
Total 245 96.5 100.0
Missing Don't Know 9 3.5
Total 254 100.0

Would Use Handy Ride Mobile App for Reservations, if Available

Frequency Percent Valid Percent Cumulative Percent
Valid Yes 89 35.0 66.4 66.4
No 45 17.7 33.6 100.0
Total 134 52.8 100.0
Missing Don't Know 7 2.8
System 113 44.5
Total 120 47.2
Total 254 100.0
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Use Internet at Least Once per Week

Frequency Percent Valid Percent Cumulative Percent
Valid Yes 147 57.9 58.3 58.3
No 105 41.3 41.7 100.0
Total 252 99.2 100.0
Missing Don't Know 2 .8
Total 254 100.0

Aware that Repeated No-Shows Could Result in Suspension

Freguency Percent Valid Percent Cumulative Percent
Valid Yes 196 77.2 80.3 80.3
No 48 18.9 19.7 100.0
Total 244 96.1 100.0
Missing Don't Know 10 3.9
Total 254 100.0

Active Duty or Veteran

Freguency Percent Valid Percent Cumulative Percent
Valid Yes 15 5.9 5.9 5.9
No 238 93.7 94.1 100.0
Total 253 99.6 100.0
Missing Don't Know 1 4
Total 254 100.0
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Work Status

Frequency Percent Valid Percent Cumulative Percent
Valid Employed Full-Time by Third 11 4.3 4.4 4.4
Party
Employed Part-Time by Third 11 4.3 4.4 8.7
Party
Self-Employed 3 1.2 1.2 9.9
Student and Employed 2 .8 .8 10.7
Student and Not Employed 11 4.3 4.4 15.1
Homemaker 6 2.4 2.4 17.5
Retired 59 23.2 234 40.9
Unemployed 12 4.7 4.8 45.6
Disabled and Unable to Work 135 53.1 53.6 99.2
Other 2 .8 .8 100.0
Total 252 99.2 100.0
Missing Don't Know/Refused 2 .8
Total 254 100.0
Age
Frequency Percent Valid Percent Cumulative Percent
Valid Under 35 Years of Age 35 13.8 13.9 13.9
35-t0-54 Years of Age 49 19.3 19.4 33.3
55-t0-74 Years of Age 120 47.2 47.6 81.0
75 Years of Age or Older 48 18.9 19.0 100.0
Total 252 99.2 100.0
Missing Don't Know/Refused 2 .8
Total 254 100.0
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Last Grade in School Completed

Frequency Percent Valid Percent Cumulative Percent
Valid Less than 8th Grade Education 11 4.3 4.4 4.4
Some High School 38 15.0 15.3 19.8
High School Graduate 112 44.1 45.2 64.9
Vocational/Technical School 23 9.1 9.3 74.2
College Graduate 55 21.7 22.2 96.4
Post Graduate Education 9 3.5 3.6 100.0
Total 248 97.6 100.0
Missing Don't Know/Refused 6 2.4
Total 254 100.0
Ethnic Background
Freguency Percent Valid Percent Cumulative Percent
Valid Hispanic 81 31.9 32.7 32.7
White/Caucasian 85 33.5 34.3 66.9
African American/Black 47 18.5 19.0 85.9
Asian/Southeast Asian 12 4.7 4.8 90.7
American Indian 2.0 2.0 92.7
Pacific Islander 4 1.6 1.6 94.4
Mixed 10 3.9 4.0 98.4
Other 4 1.6 1.6 100.0
Total 248 97.6 100.0
Missing Don't Know/Refused 6 2.4
Total 254 100.0
Asian/Southeast Asian-Specified
Frequency Percent Valid Percent Cumulative Percent
Valid 242 95.3 95.3 95.3
Cambodian 1 4 4 95.7
Filipino 5 2.0 2.0 97.6
Hmong 3 1.2 1.2 98.8
India 1 4 4 99.2
Japanese 1 A4 4 99.6
Sri Lankan 1 4 4 100.0
Total 254 100.0 100.0
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Mixed Ethnicities-Specified

Frequency Percent Valid Percent Cumulative Percent
Valid 244 96.1 96.1 96.1
African American/Caucasian 1 4 4 96.5
American Indian Caucasian Irish 1 4 4 96.9
Sicilian
black and Indian 1 4 4 97.2
black jew and Indian 1 4 4 97.6
Chinese and white 1 4 4 98.0
Hispanic African American 1 4 4 98.4
Hispanic/White 1 4 4 98.8
Spaniard/Mexican/ Irish 1 4 4 99.2
white and Hispanic 1 4 4 99.6
White-- Indian 1 4 4 100.0
Total 254 100.0 100.0
Other Ethnicity-Specified
Freguency Percent Valid Percent Cumulative Percent
Valid 251 98.8 98.8 98.8
Creole 4 4 99.2
Haitian 4 4 99.6
Person of color 4 4 100.0
Total 254 100.0 100.0
Limited in English Language
Frequency Percent Valid Percent Cumulative Percent
Valid Yes 55 21.7 22.0 22.0
No 195 76.8 78.0 100.0
Total 250 98.4 100.0
Missing Don't Know 4 1.6
Total 254 100.0
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Primary Language Spoken In Home

Frequency Percent Valid Percent Cumulative Percent
Valid English 232 91.3 92.1 92.1
Spanish or Spanish Creole 14 5.5 5.6 97.6
Punjabi 2 .8 .8 98.4
Other Indic Languages 1 A4 4 98.8
Mon Khmer/Cambodian 1 4 4 99.2
Armenian 2 .8 .8 100.0
Total 252 99.2 100.0
Missing Don't Know/refused 2 .8
Total 254 100.0
Total Household Income 2021
Freguency Percent Valid Percent Cumulative Percent
Valid Less than $10,000 81 31.9 39.7 39.7
$10,000-to-$19,999 77 30.3 37.7 77.5
$20,000-to-$29,999 23 9.1 11.3 88.7
$30,000-$39,999 16 6.3 7.8 96.6
$40,000-$49,999 3 1.2 15 98.0
$50,000 or More 4 1.6 2.0 100.0
Total 204 80.3 100.0
Missing Don't Know/Refused 50 19.7
Total 254 100.0
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Residential Zip Code

Frequency Percent Valid Percent Cumulative Percent
Valid 29379 1 4 4 4
49370 1 4 4 9
75570 1 4 4 1.3
92710 1 4 4 1.7
92726 1 4 A4 2.1
92727 1 4 A4 2.6
93272 1 4 4 3.0
93611 1 4 4 3.4
93612 1 4 4 3.8
93650 1 A4 A4 4.3
93701 4 1.6 1.7 6.0
93702 15 5.9 6.4 12.3
93703 6 2.4 2.6 14.9
93704 12 4.7 51 20.0
93705 16 6.3 6.8 26.8
93706 18 7.1 7.7 34.5
93710 18 7.1 7.7 42.1
93711 7 2.8 3.0 45.1
93720 8 3.1 3.4 48.5
93721 15 5.9 6.4 54.9
93722 19 7.5 8.1 63.0
93723 1 4 A4 63.4
93725 8 3.1 3.4 66.8
93726 24 9.4 10.2 77.0
93727 40 15.7 17.0 94.0
93728 10 3.9 4.3 98.3
93740 1 4 4 98.7
93761 1 4 4 99.1
93955 1 4 4 99.6
95409 1 4 4 100.0
Total 235 92.5 100.0
Missing 0 18 7.1
99999 1 4
Total 19 7.5
Total 254 100.0
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Gender

Frequency Percent Valid Percent Cumulative Percent
Valid Male 85 33.5 34.3 34.3
Female 163 64.2 65.7 100.0
Total 248 97.6 100.0
Missing Refused 6 2.4
Total 254 100.0
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Open-Ended Responses (Selected Questions)
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Why Not Handy Ride in Past Three Months?

Frequency Percent Valid Percent Cumulative Percent
Valid 189 74.4 74.4 74.4
Because | am teleworking, 1 4 A4 74.8
working from home
Because | have got medical 1 A4 4 75.2
transportation
Because | was upset about my 1 A4 4 75.6
cancer
Because I'm afraid someone is 1 A4 4 76.0
going to give me covid
Because of covid 1 4 4 76.4
Because of covid and because 1 4 4 76.8
school is now virtual
Because of the corona virus 1 4 4 77.2
Because of the pandemic 1 4 4 77.6
Because of the pandemic; | don’t 1 4 4 78.0
go out as much; appt are over the
phone
Because she does not have any 1 4 4 78.3
appointments
Because the change of the 1 4 4 78.7
service that you have to pay from
when it was free, no charge when
| was using it the most
Because the pandemic started 1 4 4 79.1
and all that stuff
Covid 1 4 4 79.5
Covid situation 1 4 4 79.9
Due to covid | haven’t been riding 1 A4 4 80.3
Due to covid; stay away from 1 4 4 80.7
people during covid while govt
said it was dangerous
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Due to the pandemic 1 A4 4 81.1
Got laid off of work. 1 4 4 81.5
Granddaughter takes me to appts 1 4 4 81.9
Has passed away, is deceased. 1 4 4 82.3
Haven’t had no appointments to 1 4 4 82.7
go to
| am not in California due to covid 1 4 4 83.1
| can’t walk my wheelchair was 1 A4 4 83.5
demolished in the accident that
made me disabled to the point
that it made it harder to get
around more than | did before so
that’s why | haven’t used the bus
| didn’t renew my application 1 4 4 83.9
| do not like having to wait an 1 4 4 84.3
indefinite length of time; after
doctors appt | don’t feel well, and
waiting could be worse
| don't like that | have to wait 1 4 4 84.6
| don't like the time it takes for 1 4 4 85.0
pickup and drop off
| go through this program that 1 4 4 85.4
offers rides
| got upset, not at drivers but 1 4 4 85.8
riders; dirty riders; sick riders; |
stopped riding
| have a car now 1 4 4 86.2
| have a fragile immune system; 1 4 4 86.6
my caregiver has been giving me
rides to the doctor
| have a friend that is more 1 4 4 87.0
available
| have a provider that drives me 1 4 4 87.4
around
| have a vehicle now 1 4 4 87.8
| have been able to get a ride from 1 4 4 88.2
family members
| have medical transportation with 1 4 4 88.6
another company
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| have not had any appointments 1 4 4 89.0

| haven’t had any recent 1 A4 A4 89.4
scheduled doctors’ appointments
| haven’t ridden due to covid, and 1 A4 4 89.8

I have also taken college from

home

| haven'’t used it because my 1 4 4 90.2
family was exposed to covid

| live down the street from the 1 A4 4 90.6
school, so things have become

centralized to home location.

| try to be safe due to the covid 1 A4 4 90.9
| use it when needed 1 4 4 91.3
| use my medical transportation it 1 4 4 91.7

is sometimes because of the
money funds
| used to but sometimes my 1 4 4 92.1

parents take me, or | caught a ride

to go
| was at a different location 1 4 4 92.5
| was hospitalized and my 1 4 4 92.9

recertifications came up and need

to recertify my paperwork for the

pass
| was kicked off 1 4 4 93.3
| was too sick to ride 1 4 4 93.7
I'm not attending school in person, 1 4 4 94.1

and | have not had doctors’

appointments

I've been bedridden been very 1 4 4 94.5
sick

I've been getting rides 1 4 4 94.9
My daughter takes me to 1 4 4 95.3

appointments

My mom takes me sometimes to 1 4 4 95.7
the clinic where | go

My wheelchair has been out of 1 4 4 96.1

commission and because of covid
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No, the insurance takes me; 1 4 A4
another service medical

transportation

Pandemic; he has to remain in 1 A4 4
isolation; lives in a facility

Pandemic; nursing home where 1 4 4

he resides does not think it is a

good idea
She has own transportation 1 A4 4
She was too late for her 1 A4 4

appointment she was late due to

the lap in time

The center he goes to is closed 1 4 4
The pandemic 1 4 4
They did not pick me up; my 1 4 4

oxygen ran out; they left me at

doctor’s office

They don’t go to my location 1 4 4
Well, | moved from Fresno-to- 1

Fresno County on the other side

of 99 and was told that handy ride

does not come to that side

Total 254 100.0 100.0

96.5

96.9

97.2

97.6
98.0

98.4
98.8
99.2

99.6
100.0

Other Important Satisfaction Factor-1 of 2

Frequency Percent Valid Percent Cumulative Percent
Valid 246 96.9 96.9 96.9
Gives me a sense of 1 4 4 97.2
independence
Happy valentine's day theme 1 4 4 97.6
| am happy with the company 1 A4 4 98.0
It is hard to get dropped off at a 1 4 4 98.4
different address that is not home
address
Let me drive 1 4 4 98.8
Location for purchasing passes 1 4 4 99.2
they are not always available
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She would prefer being able to 1 4 4 99.6
take multiple packages on the ride
That they are able to take him to 1 4 4 100.0
two or more appointments in a
day
Total 254 100.0 100.0
Other Important Satisfaction Factor-2 of 2
Freguency Percent Valid Percent Cumulative Percent
Valid 233 91.7 91.7 91.7
Ability to get me to my destination 1 A4 4 92.1
Arrival time to destination is too 1 A4 4 92.5
long
Being picked up and dropped off 1 A4 4 92.9
at the door and the convenience
Door to door service 1 A4 4 93.3
Drivers get late to my 1 4 4 93.7
appointments lately
Drop off time to destination 1 4 4 94.1
Ease of access 1 4 4 94.5
Getting me to appointment on 1 4 4 94.9
time
Getting me to my appt on time 1 4 4 95.3
How easy services are 1 4 4 95.7
| am not satisfied with the service; 1 96.1
pickup time don’t pickup until 9:30
| can count on them; | depend on 1 4 4 96.5
them
Lift equipment 1 4 4 96.9
The inconvenience of getting 1 4 4 97.2
passes
They take me to correct location 1 A4 4 97.6
Trip lengths 1 A4 4 98.0
Upfront calls; courtesy calls; driver 1 4 A4 98.4
is out front
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Using the lift with my walker I find 1 4 4
it is hard to maneuver in and

around the seats

Variety of entertainment 1 4 4
Very helpful 1 4 4
Would like to get call when driver 1 A4 4

is outside, | am legally blind

Total 254 100.0 100.0

98.8

99.2
99.6
100.0

Why Supplement Transportation Needs with Bus

Freqguency Percent Valid Percent Cumulative Percent

Valid 164 64.6 64.6 64.6

Appointments or just to get out 1 4 4 65.0

Appointments sometimes are on 1 A4 4 65.4

the same street which makes it

more convenient to use the fax

fixed route bus and then the

handy ride will-call pickup to go

back home

Attended memorial service had to 1 4 4 65.7

schedule with bus

Basically, because a bus stop is 1 4 4 66.1

close to where | live, and it is

cheaper

Because | am in a wheelchair 1 4 4 66.5

Because | did not have a ride and 1 A4 4 66.9

they come on time

Because | don’t have any other 1 4 4 67.3

dependent

Because my medical one does 1 4 4 67.7

not go to prescriptions that have

to be picked up, grocery stores or

that stuff they only do doctors’

appointments only

Because of the fact that | had last 1 4 4 68.1

minute things that | needed to go

do
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Because of timing and because 1 4 4 68.5
they are in easy places in my

neighborhood

Buses stop at my house; come 1 4 4 68.9
every 15 minutes

Come to get me they say they 1 4 4 69.3
have been at my house and only

give me five minutes

Comfort of the ride more 1 4 A4 69.7
comfortable | have

stomach/health issues

Convenience 1 4 4 70.1
Convenience not having to stand 1 A4 4 70.5

and wait stops right on my corner

Depends on where | have to go; | 1 A4 4 70.9
can'’t call because | have to go

right away

Depends on where I'm going 1 4 4 71.3
Do not ride fax buses 1 4 4 71.7
Doctors’ appointments and if | 1 4 4 72.0

wanted to go to the grocery store,

depending on how busy the day is

For appointments only 1 4 4 72.4
Forgetting to make reservations. 1 4 4 72.8
Forgot to make reservations and 1 4 4 73.2

they do not do same day

reservations.

Go to pickup medicine because | 1 4 4 73.6
could not schedule the day

before, had to pickup medicine or

go to appointment on the same

day
Had forgotten to make the phone 1 4 4 74.0
call to schedule
He has a lot of back and leg 1 4 4 74.4
problems limiting walking distance
He was out with his girlfriend he 1 4 4 74.8
wanted to get from the mall to
movies
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| always ride the bus that comes 1 A4 A4 75.2
to my house

I am handicap and have a walker 1 4 4 75.6
and most of the time could not

find a ride

| did not have time we decided at 1 A4 4 76.0

the last minute where we were

going

| didn’t have a ride at the time to 1 4 A4 76.4
get to my place | needed to get to

| didn’t know | qualified for handy 1 A4 4 76.8
ride

| do my banking 1 4 4 77.2
| don’t live too far from store; use 1 A4 4 77.6

handy ride to go to doctor
| forgot to make arrangements 1 A4 4 78.0

with handy ride

| forgot to schedule handy ride 1 4 4 78.3
| get scared by of a lot of people 1 4 4 78.7
| go to store sometimes 1 4 4 79.1
| had to get the bus to run an 1 4 4 79.5
errand; released from hospital had
to get home using bus
| hadn’t scheduled a ride with 1 A4 4 79.9
handy ride, and | had to be
somewhere at a specified time
| have used it as a backup 1 4 4 80.3
| just took the bus to come buy 1 4 4 80.7
sonic
| missed my call; handy ride 1 4 4 81.1
| needed more trips 1 4 4 81.5
| never got a pass 1 4 4 81.9
| only use it when there is too long 1 4 4 82.3
of a wait time for the handy ride
| use handy ride for a specific 1 4 4 82.7
place that the fax fixed route
doesn’t go | use the fax fixed
route bus when | don’t know the
location
105
2022 Handy Ride Telephone Satisfaction Survey Rea & Parker Research
City of Fresno—Fresno Area Express (FAX) March 2022

Page 316



| use it when | have to 1 4 4 83.1
| was in pain, and you would go 1 4 4 83.5
for free because of the covid

If can get around physically | will 1 4 4 83.9
not need to use handy ride, or if |

need to go many places and am

able.

If | don’t take handy ride, then | 1 4 4 84.3
have to take the city bus

If I find out short notice, there is a 1 4 A4 84.6
place | need to go to

If | had to take a trip that day 1 4 A4 85.0
since you have to call before

If 'm somewhere and a ride can’t 1 A4 4 85.4
get there, and | don’t want to take

uber or lyft

If something came up the same 1 A4 4 85.8

day and could not schedule handy

ride
It depends on where | was 1 4 4 86.2
It depends where I’'m going if the 1 4 4 86.6

bus goes where I'm going
It's because | started getting sick 1 4 4 87.0
on the bus because the ride was

not smooth and too bumpy

Its more dependable and on time; 1 4 4 87.4
faster
Its more how | have control of the 1 4 4 87.8

timing of how long the trip will take

on these buses so it's faster

Just a different area 1 4 4 88.2
Just to go right here about 5 to10 1 4 4 88.6
minutes away from my house to
dollar tree
Last minute trip 1 A4 4 89.0
Last minute trip; did not have time 1 4 A4 89.4
to schedule a trip with handy ride
Likes to people watch. 1 4 4 89.8
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May be something random where 1 4 4 90.2

| have to go
Medical and going to the store 1 4 4 90.6
My daughter bought me passes to 1 4 4 90.9

watch a movie and the movie was

on the other side of town and it’s a

long drive; it was too late to call

handy ride, so | took the bus

On an occasion handy ride never 1 A4 4 91.3
showed up so we (granddaughter

and I) had to find the closest route

Schedule does not fit appt 1 A4 4 91.7
She used the wheelchair 1 A4 4 92.1
Shorter trips take fixed route bus 1 4 4 92.5
Sometimes | decide to go on the 1 4 4 92.9

spur the moment and | don't have

time to call handy ride

Sometimes | don’t have the 1 4 4 93.3
address | am going to, and it is

quicker to take the bus

Sometimes | don’t want to go as 1 4 4 93.7

early as | normally would go

Sometimes | feel like riding it (fax 1 4 4 94.1
fixed-route bus)

Sometimes | forgot to make an 1 4 4 94.5
appt

Sometimes | go with friends 1 4 4 94.9
Sometimes | got annoyed waiting 1 4 4 95.3

so | would take the bus instead

Sometimes | have just a quick 1 4 4 95.7
stop
That is what they gave us 1 4 4 96.1
The locations 1 4 4 96.5
They go to the pharmacy to 1 4 4 96.9
pickup my medicine for me
To get to the store last minute 1 A4 4 97.2
To go to work 1 A4 4 97.6
To go to work; it's been years; | 1 4 4 98.0
can't ride anymore; | am disabled
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When going to barbershop we 1 4 4 98.4
sometime stake city bus (fax) to

eat in between scheduled drop off

and pickup time with handy ride

When handy ride has stopped 1 A4 4 98.8
running; handy ride doesn't go to

certain areas

When | don't get to go too far 1 4 4 99.2
down the street
When | need to go somewhere 1 4 4 99.6
quickly, or have something to do
same day
When | wasn’t a customer 1 A4 4 100.0
Total 254 100.0 100.0
108
2022 Handy Ride Telephone Satisfaction Survey Rea & Parker Research
City of Fresno—Fresno Area Express (FAX) March 2022
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APPENDIX J: 2022 CUSTOMER SATISFACTION SURVEY INSTRUMENTS
Exhibit J.1 contains images of the four pages of the 2022 FAX fixed-route customer
survey instrument in English.

Exhibit J.2 contains images of the four pages of the 2022 FAX fixed-route customer
survey instrument in Spanish.

Exhibit J.3 contains images of the ten pages of the 2022 Handy Ride customer survey
instrument in English.
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Exhibit J.1 FAX 2022 Survey Instrument (English)
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Q8. Do you have access to a car or other vehicle to make the same kinds of trips that you make by FAX?
1 Yes 2.__No [IF NO, SKIP Q8a AND GO TO Q9)

Q8a. (ANSWER IF Q8 = YES) Why do you ride FAX instead of using that car or other vehicle for your trips?

Q9. SATISFACTION: Please indicate your satisfaction or dissatisfaction with each of the FAX bus features listed
below by placing a check mark in a box for each feature.

RANK YOUR SATISFACTION WITH EACH BUS FEATURE ON A

SCALE OF 1-to-6
Bus Feature CHECK ONLY ONE COLUMN FOR EACH BUS FEATURE
1=Very | o citisfeq | 0 Stihtly | 4= Sightly 5= 6= Very
2 Satisfied Dissatisfied | Dissatis Dissatisfied

1. On time performance

2. Frequency of buses

3. Time it takes to complete trip

4. Cleanliness inside buses

5. FAX safety precautions during COVID (for

example, masking/sanitation protocols)

6. Cleanliness of bus stops and transfer stations

7. Personal safety on board FAX buses

8. Personal safety at bus stops and transfer stations

9. Typical FAX bus drivers' courtesy

10. Typical FAX bus drivers' helpfulness

11. Typical FAX bus drivers' driving skills

12. Typical FAX bus drivers’ safety awareness

13. Overall comfort of bus rides

14. Availability of route/ schedule information

15. Bus hours of operation on weekdays

16. Bus hours of operation on weekends

17. Closeness of bus stops to home

18. Closeness of bus stops to destination

19. Accessibility for people with disabilities on FAX
buses

20. Quality of audio and visual announcements on
FAX buses

21. Value provided by FAX for the price paid

22. Overall service provided by FAX

Q9a. Please write the number of the bus service feature listed in Q9 that you consider to be MOST IMPORTANT to you
# . Please include only features “1” through “21” above in your response.

Q9b. Please write the number of the bus service feature listed in Q9 that you consider to be SECOND MOST IMPORTANT
# . Please include only features “1” through “21” above in your response.

Q10. How important is it for you to have WiFi on the bus? (CHECK ONE BOX)

3= Siighlly J: Siightly 5 = Unimportant 6= Very Unimportant

P P

1 = Very Important 2 = Important
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DEMOGRAPHICS

MILITARY / VETERAN STATUS. Are you active-duty U.S. Military or a U.S. Veteran?

1. __ Yes
2. ___No
WORK. What is your work status? 5. ___Studentand Not Employed
1. ___Employed Full-Time 6. __ Homemaker
2. ___Employed Part-Time 7. ___ Retired
3. ___ Self-Employed 8. ____Unemployed
4. ___ Studentand Employed 9. __ Disabled and Unable to Work
EDUC. Whatis the last grade in school you have completed?
1. ___ lessthan 8% Grade Education 4. ___ VocationalTechnical School
2. ____Some High School 5. ___College Graduate
3. ____High School Graduate 6. ___ Post-Graduate Education
ETHNICITY a-d. Which of the following most closely
describes your ethnic background? (CHECK ONLY ONE)
1. ___ Hispanic
2. ___ White/Caucasian AGE.  Which of the following age categories best describes
3. ___ African American/Black your current age?
4. __ Asian/Southeast Asian 1. ___Under 18 years old
(please specify national origin or Asian ethnic 2. ___18to 34 yearsold
group ) 3. ___35to 54 years old
5. ___ American Indian 4 ___ 55to74yearsold
6. __ Pacific Islander 5. ____T75yearsold or more
7. ____Middle Easterner
8. ___ Mixed Ethnicities, please describe
INCOME. Which of the following categories best describes
9. ___ Other, please specify your total household income in 2021, before
taxes?
1. ___Lessthan $10,000 per year
2. ___ $10,000 to $19,999 per year
HOUSEHOLD SIZE. Including yourself, how many people live 3. __ $20,000 to $29,999 per year
in your household? 4. ___ $30,000 to $39,999 per year
5. ___ $40,000 to $49,999 per year
6. __ $50,000 to $74,999 per year
GENDER. 7. ____$75,000 to $99,999 per year
1. __Male 2. Female 3__ Other 8. ___$100,000 or more per year
9. __ Donot know
LEP: Do you consider yourself to be limited in the English language?
1. Yes 2 No 3. Do Not Know
LANGUAGE a-b. What is the primary language spoken in your home?
1. ___ English 8. __ Chinese
2. ___Spanish or Spanish Creole 9. __ Arabic
3. __ Hmong 10. __ Vietnamese
4. ___ Punjabi 11. ___ Amenian
5. ___Other Indic (Indo-Aryan) languages 12. ___ Tagalog
6. __ laoftian 13. ___ Other, please specify
7. ___ Mon-Khmer, Cambodian
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On behalf of FAX and Rea & Parker Research, thank you for your time and survey participation. If you
have any comments or questions for FAX, please e-mail them to FAXOutreach@fresno.gov.

Please return the completed form to the surveyor. You can also fold, seal, and mail it back at our cost, or
you can drop it off at the Manchester Transit Center by February 28, 2022
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Exhibit J.2 FAX 2022 Survey Instrument (Spanish)
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Exhibit J.3 Handy Ride 2022 Survey Instrument

Handy Ride Telephone Survey

Hello, my name is . I'm calling from . We'’re conducting a
customer satisfaction survey on behalf of the FAX Handy Ride Paratransit service. FAX would
like to have a better understanding of how you feel about their service. This interview will take
approximately 10-15 minutes. Your responses are completely confidential, and all results will be
reported in summarized form only.

Are you able to answer questions about the Handy Ride service? [IF NO, IS THERE SOMEONE
THERE WHO CAN? (e.g. caretaker, family member, etc.]. Ask this other respondent for
relationship to customer and confirm that she/he is familiar with Handy Ride and can
respond about the customer’s opinion. Also make certain that actual customer is not able
to respond himself/herself.

Could you take a few minutes right now to help us out with your opinions? [IF NO, ARRANGE
CB]

IF ASKED FOR A CONTACT NAME:
Please call Richard Parker, Rea & Parker Research 858-279-5070.

IF TOLD "NO TIME"OR “BUSY RIGHT NOW"’:
Could | schedule a more convenient time?

llLMll:

This is... calling from . It's. (DATE and TIME). We're conducting a customer
satisfaction survey on behalf of the FAX Handy Ride service. We'll try again another time. Thank
you.

IILMII:

This is...calling from . We've been trying to reach you for a few days
regarding our customer satisfaction survey on behalf of the FAX Handy Ride service. Could you
please call us at and leave a message with the best times to reach you? Thank you.

RESP: We would like to know with whom we are speaking, Are you...?
1. HANDY RIDE CUSTOMER
2. CARE GIVER/NURSE
3. FRIEND/RELATIVE
4. OTHER, SPECIFY.

NOTE: SURVEY QUESTIONS TO CUSTOMER WILL USE “YOU” IN QUESTION IF
RESPONDENT IS CUSTOMER. OTHERWISE, REFER TO CUSTOMER BY NAME AS
MR. or MS.

Q1. How many one-way trips via Handy Ride (for example, if you take a round trip, that would
be counted as two trips) do(es) you/NAME take in a typical week? (99
= DK/REF)
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Q2.

Q3.

How

SN AN =

Handy Ride Telephone Survey

long have (has) you/NAME been using Handy Ride?

LESS THAN THREE MONTHS

3 TO 6 MONTHS

7 MONTHS TO 11 MONTHS

ONE TO 1.5 YEARS

MORE THAN 1.5 YEARS BUT UNDER 3 YEARS
3 YEARS OR MORE

When you/NAME use(s) Handy Ride, what is the most common purpose of your/NAME'S

trip?

1
2
3
4
5
6.
7
8
9
1

. TO/FROM WORK

. TO/FROM SCHOOL

. TO/FROM SHOPPING

. TO/ FROM APPOINTMENTS (E.G., MEDICAL / DOCTORS, ETC.)
. RUN ERRANDS (E.G., PAY BILLS)

ENTERTAINMENT/DINING

. CHURCH/TEMPLE/MOSQUE/SYNAGOGUE

. VISITING FRIENDS / RELATIVES

. OTHER (PLEASE SPECIFY) .........

0.DK—DO NOT READ

Q4. When was your/NAME’S most recent trip using Handy Ride?

Q5.

d W=

Within the last two weeks

More than 2 weeks ago but more recent than one month ago
One-to-Three Months ago

More than 3 Months ago (GO TO Q4a)

CANT REMEMBER / DON'T KNOW—DO NOT READ

Q4a. (IF Q4 =4—F OTHERWISE, GO TO Q5) Why have you not used Handy Ride

during the past three months? — (PRESS FOR MORE DETAIL IF THE
RESPONDENT SAYS, “JUST HAVEN’T NEEDED IT” OR SOMETHING
SIMILAR)

How much do(es) you/NAME agree or disagree with this statement: “//NAME totally
depend(s) on Handy Ride for all my/his or her transportation needs”?

NOOAWN =

STRONGLY AGREE

AGREE

SLIGHTLY AGREE

SLIGHTLY DISAGREE
DISAGREE

STRONGLY DISAGREE

DON'T KNOW -DO NOT READ
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Q6.

Q7.

Handy Ride Telephone Survey

Do(es) you/NAME plan to take more or fewer trips per week on Handy Ride in the next
three months?

1. MORE TRIPS

2. FEWER TRIPS

3. SAME—NO CHANGE

4. WILL NOT USE HANDY RIDE ANYMORE.

Q6a. (IF Q6 NOT = 1--IF Q6= 1, GO TO Q7). Please explain why you are not planning
to use Handy Ride more than you do now.

Did COVID change the number of weekly trips you have taken using Handy Ride?

1. | have not changed my usage of Handy Ride since COVID
2. | have not used Handy Ride during COVID (GO TO Q7b)
3. | take more trips using Handy Ride since COVID

4. | take fewer trips using Handy Ride since COVID

Q7a. (IF Q7 =1 OR Q7 = 3 OR Q7 = 4) If you used Handy Ride during COVID, what
was your most common trip purpose? (CHECK ONLY ONE)

1. College 5. Ermands/Personal

2. High/Middle/Elementary School 6.  Recreational/Social
3. Work/Business 7. Medical/Dental

4. Shopping 8. Other, please specify

Q7b. (IF Q7 =2 OR Q7 = 4-—IF OTHERWISE, GO TO Q7c¢) If you have taken fewer
Handy Ride trips during COVID, what means of travel have you been using?

1. Uber/Lyft/Taxi (GO TO Q7c) 4. GoGoGrandparent.com
2. Friends or family drive me 5. Other, please specify

3t | stay home more

Q7c. (IF Q7b=1—F OTHERWISE, GO TO Q8) If you used Uber or Lyft or a taxi
instead of Handy Ride during COVID, what was your typical trip purpose?

(CHECK ONLY ONE)
1. College 5. Ermrands/Personal
2. High/Middle/Elementary School 6.  Recreational/Social
3. Work/Business 7. Medical/Dental
4. Shopping 8. Other, please specify
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Handy Ride Telephone Survey

Q8. Based on your ridership experience, and on a scale of 1-to-6, with 1 being VERY
SATISFIED, 2 SATISFIED, 3 SLIGHTLY SATISFIED, 4 SLIGHTLY DISSATISFIED, 5
DISSATISFIED and 6 being VERY DISSATISFIED, how satisfied, or dissatisfied are(is)
you/NAME with Handy Ride in getting you/NAME home or to your/NAME'S destination on
time? Again 1is VERY SATISFIED and 6 is VERY DISSATISFIED

Q9a-q. | am now going to ask you/NAME to rate a series of other Handy Ride features that
youw/NAME have (has) likely experienced as a customer of Handy Ride. We’'ll use that
same 1-to-6 scale, again where 1 is VERY SATISFIED and 6 is VERY DISSATISFIED.

9= DK
Feature 112]3|4(5]|6]| poNot

Handy Ride’s Scheduled Pick-Ups? (Within 30 minutes
after your scheduled pick-up time)

Handy Ride’s “Will-Call-Pick-Ups”? (customer is not
certain when to be picked up, so return trips are not
prescheduled and the customer is picked up to 90
minutes from the time he or she calls to be picked-up,
medical trips only)

Cleanliness inside Handy Ride vehicles

Drivers’ courtesy

Drivers' driving skills

Drivers’ enforcement of COVID safety procedures, such
as wearing masks and conducting a COVID screening

Drivers' traffic-safety consciousness

The overall comfort of the rides

Handy Ride reservations staff's accuracy (i.e., they get
the correct time and location)

Handy Ride reservations staff's courtesy

Handy Ride reservations staff's implementation of COVID
protocols, such as conducting a COVID health screening

Handy Ride’s Monday to Sunday “8 AM to 5 PM"
reservation hours

Handy Ride’s reservation policy where you can reserve
your ride 1 to 2 days before your trip
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Handy Ride Telephone Survey

Handy Ride service hours

Value provided by Handy Ride for the fare/price paid

Locations and payment methods to purchase passes

FAX

Availability of information on Handy Ride provided by

Overall service provided by FAX's Handy Ride

Q10a-b.

You/NAME may have considered several factors when thinking about

your/NAME'S level of satisfaction with Handy Ride service. What would be the two most
important factors that impact your/NAME'S level of satisfaction?

CONONAWN =

DO NOT READ—CODE USING THE FOLLOWING SCHEMA

COVID-RELATED SAFETY on the VEHICLE
SAFETY IN TRAFFIC

DRIVERS' DRIVING SKILLS

DRIVERS' CUSTOMER SERVICE
RESERVATION STAFF'S ACCURACY
RESERVATION STAFF'S CUSTOMER SERVICE
PICK-UPS BEING ON TIME

WAIT TIME FOR PICK-UPS

CLEANLINESS INSIDE THE VEHICLE

. REASONABLE FARE / PRICE of MONTHLY PASS

. HANDY RIDE'S RESERVATION HOURS

. HANDY RIDE'S HOURS OF OPERATION / SERVICE

. HOW CIVIL or COURTEOQUS are the OTHER RIDERS IN THE VEHICLE
. COMFORT LEVEL of the RIDE

. TYPE OF VEHICLE USED - BUS, SEDAN

. OTHER. please specify
. DON'T KNOW

Q11. How safe do(es) you/NAME feel in Handy Ride vehicles?

©hrhwON=

VERY SAFE

SOMEWHAT SAFE
SOMEWHAT UNSAFE

VERY UNSAFE

DON'T KNOW [DO NOT READ]
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Q12.

Q13.

Q14.

Q15.

Q16.

Q17.

Q18.

Q19.

Q20.

Handy Ride Telephone Survey

Have (Has) you/NAME ever waited over 90 minutes (for a Handy Ride “Will-Call-Pick-
Up”)?

1. YES, ON THREE OR MORE OCCASSIONS

2. YES, ONCE OR TWICE

3. NO, NEVER HAVE

4. DON'T KNOW / CAN'T RECALL

How long was your/NAMES'S longest wait from the time of your call for a Handy Ride
Will Call Pickup to arrive? mins.

How long has your/NAME typical wait been for a “Will-Call-Pick-Up” to arrive?
(999 = DK) mins.

Have (Has) you/NAME waited over 30 minutes for a Handy Ride Scheduled pick-up?

1. YES, ON THREE OR MORE OCCASSIONS
2. YES, ONCE OR TWICE

3. NO, NEVER HAVE

4. DONT KNOW /CAN'T RECALL

How long was your/NAME'S longest wait for your Scheduled pick-up?
(999=DK) mins.

How long has your/NAME'S typical wait been for a Handy Ride Scheduled pick-up?
(999 = DK) mins.

What has been the typical duration of your/NAMES'S rides each way (i.e., the time you
are on board a Handy Ride vehicle; not the wait time)? (999 = DK) mins

Do(es) you/NAME usually allow a 2-hour window between your/NAME'S requested pick-
up time and your/NAME'S appointment time (i.e., the time you/NAME need(s) to be at a
particular place)?

1. YES, ALWAYS 2 HOURS

2. YES, SOMETIMES

3. NO, USUALLY ALLOW A 1-HOUR WINDOW
4. OTHER (PLEASE SPECIFY)

Have (Has) you/NAME encountered occasions where Handy Ride arrived to pick
you/NAME up earlier than you/NAME anticipated?

. YES, ON THREE OR MORE OCCASSIONS
. YES, ONCE OR TWICE

. NO, NEVER HAVE

. DONT KNOW / CAN'T RECALL

AWN —=
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Q21.

Q23.

Q24.

Q25.

Handy Ride Telephone Survey

Would you/NAME find it helpful to receive a reminder notification on the night before or
on the same day for trips scheduled on Handy Ride?

1. YES, both the night before and on the same day
2. YES, night before only

3. YES, same day only

4. NEITHER WOULD BE HELPFUL

How do(es) you/NAME normally pay your fare?

1. Cash
2. Handy Ride Pass
9. DK—DO NOT READ

Do(es) you/NAME occasionally ride FAX fixed-route bus?

1. YES
2. NO--«GO TO 23b)
3. DK [DO NOT READ]

Q23a. (IF Q23 =1—IF OTHERWISE, GO TO Q23b) What was/were your/NAME'S
reason(s) for supplementing your/NAME'S transportation needs with FAX fixed-
route buses?

Q23b. Would you/NAME consider using FAX's fixed route buses, which are all
accessible, if you could access a free travel training program to learn how to use
these buses?

1. Yes
2. No
3. DK/REF—DO NOT READ

Have (Has) you/NAME ever visited the FAX or Handy Ride website to obtain information
about transportation services?

1. YES
2. NO
3. DK—DO NOT READ

Do(es) you/NAME use a smart phone or mobile applications?

1. YES
2. NO
3. DK—DO NOT READ

Q25a. (IF Q25 = 1—IF OTHERWISE, GO TO Q26) If Handy Ride had a mobile app,
would you use it to make your reservations?
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Handy Ride Telephone Survey

1. YES
2. NO
3. DK—DO NOT READ

Q26. Do(es) you/NAME use the Internet at least once a week?

1. YES
2. NO
3. DK—DO NOT READ

Q27. Are you aware that repeated No-Shows can result in your service being
suspended?

1. YES
2.NO—
3. DK—DO NOT READ—

DEMOGRAPHICS

To ensure that we are talking to a wide variety of riders, we would like to ask you a few more
questions. First, ...

MILITARY STATUS Are you active-duty military or a U.S. Veteran?

1. Yes
2. _No

WORK What is your/NAME'S work status? Are you/ls NAME....?

1. EMPLOYED FULL-TIME BY A THIRD PARTY (i.e. SOMEONE OR SOME
BUSINESS OR AGENCY)

EMPLOYED PART TIME BY A THIRD PARTY

SELF EMPLOYED

STUDENT AND EMPLOYED

STUDENT AND NOT EMPLOYED

HOMEMAKER

RETIRED

UNEMPLOYED

. DISABLED AND UNABLE TO WORK

10.OTHER, Specify
11.DK/REFUSED—DO NOT READ

CIEINONA2WN

AGE Which of the following age categories best describes your/NAME'S current age?

1. UNDER 18 YEARS OLD

2. 18 TO 34 YEARS OLD

3. 35TO 54 YEARS OLD

4. 55TO 74 YEARS OLD

5. 75 OR OLDER

9. DK/REFUSED TO ANSWER—DO NOT READ
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Handy Ride Telephone Survey

EDUCATIONWAhat is the last grade in school you have completed?

ETHNICITY

1.

2
3
4.
5
6
9

LESS THAN 8TH GRADE EDUCATION

. SOME HIGH SCHOOL
. HIGH SCHOOL GRADUATE

VOCATIONAL / TECHNICAL

. COLLEGE GRADUATE
. POST GRADUATE EDUCATION

DK/REFUSED TO ANSWER—DO NOT READ

Which of the following most closely describes your ethnic background? (CHECK
ONE)

1

2
3
4

5
6.
7
8
9
1

. HISPANIC

. WHITE/CAUCASIAN

. AFRICAN AMERICAN/BLACK

. ASIAN/SOUTHEAST ASIAN (PLEASE SPECIFY NATIONAL ORIGIN OR

ASIAN ETHNIC GROUP )

. AMERICAN INDIAN

PACIFIC ISLANDER

. MIDDLE EASTERNER
. MIXED, PLEASE SPECIFY

OTHER, PLEASE SPECIFY

6.DK/REFUSED TO ANSWER—DO NOT READ

LEP: Do you consider yourself to be limited in the English language?
1. Yes

2 No 3. DK—DO NOT READ

LANGUAGE What is the primary language spoken in your home?

INCOME

CoONONAWN =

ENGLISH

SPANISH OR SPANISH CREOLE
HMONG

PUNJABI

OTHER INDIC LANGUAGES
LAOTIAN

MON-KHMER, CAMBODIAN
CHINESE

ARABIC

10.VIETNAMESE
11.ARMENIAN
12.TAGALOG

13.0THER,

20. DK/REFUSED TO ANSWER—DO NOT READ

Which of the following categories best describes your total household income
in 2021, before taxes?

1. LESS THAN $10,000 PER YEAR
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Handy Ride Telephone Survey

2. $10,000 TO $19,999 PER YEAR

3. $20,000 TO $29,999 PER YEAR

4. $30,000 TO $39,999 PER YEAR

5. $40,000 TO $49,999 PER YEAR

6. $50,000 OR MORE

9. DK/REFUSED TO ANSWER—DO NOT READ

ZIP  What is your residential zip code? (DK=00000)

GENDER  What is your/NAME’s gender?

1. MALE
2: FEMALE
3. OTHER, PLEASE SPECIFY
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APPENDIX K: NOTIFICATION OF PUBLIC RIGHTS

Exhibit K.1 is an image of the Title VI Notice to the Public as posted onboard FAX transit
vehicles. The entire text of the notice is provided in both English and Spanish.

Exhibit K.2 is an image of the Title VI Notice to the Public as posted within FAX facilities
and offices. It contains more detail about filing a complaint. The full text of the notice is
in English only. It also includes the phrase, “If information is needed in another language,
please contact (559) 621-7433” in six additional languages.

Exhibit K.1 Notice to the Public (Onboard)
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Exhibit K.2 Notice to the Public (Facility)
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APPENDIX L: TITLE VI MAJOR SERVICE CHANGE, DISPARATE IMPACT, AND
DISPROPORTIONATE BURDEN POLICY

Applicability

This instruction applies to all divisions, agencies, offices, and elements within the City of
Fresno’s Department of Transportation.

Purpose

This instruction outlines the Department of Transportation’s Title VI Major Service
Change, Disparate Impact, and Disproportionate Burden Policy.

Force & Effect

Compliance with this publication is mandatory. Those in violation may be subject to
disciplinary actions in accordance with City of Fresno Administrative Order 2-14 and/or
violators’ respective Union Unit Memorandum of Understanding.

|. PURPOSE

The Federal Transit Administration (FTA) is responsible for ensuring that its funding
recipients fully comply with Title VI of the Civil Rights Act of 1964 in their planning and
implementation processes. Pursuant to Title 49 (U.S.C. Chapter 53), as amended, the
City of Fresno, Department of Transportation/Fresno Area Express (FAX) is a designated
recipient of funds under FTA (Sections 5307 and 5309).

Further Federal guidance, provided by Executive Order 12898 and FTA Environmental
Justice Circular 4703.1, highlights FAX’s responsibility to ensure that Environmental
Justice is incorporated into FAX’s mission to provide safe, convenient, courteous, and
reliable transit service for the greater Fresno-Clovis Metropolitan Area. Additional Federal
guidance provided by Executive Order 13166 amplifies the Civil Rights Act mandate by
providing that persons with limited English proficiency should have meaningful access to
programs and activities receiving federal funds.

As a designated federal funds recipient, FAX updates its Title VI Program every three
years in accordance with the FTA Circular 4702.1B, dated October 1, 2012, which
assesses compliance of FAX, its subrecipients, and contractors with the Civil Rights Act
of 1964 and related executive orders.

FAX must also ensure that there is Title VI consideration whenever there is a change in
fares or a change in service that could impact minority or low-income communities. The
purpose of conducting fare and service equity analyses prior to implementing changes is
to determine whether the planned changes will have a disparate impact on the basis of
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race, color, or national origin. Low-income populations are not a protected class under
Title VI. However, recognizing the inherent overlap of environmental justice principles’,
FTA requires transit providers to evaluate proposed service and fare changes to
determine whether low-income populations will bear a disproportionate burden of the
changes.

In particular, FAX must describe changes in fares or fare media and major service
changes relating to transit routes, hours or days of operation, or frequencies, and provide
an analysis of the effect that any such changes may have on minority and low-income
communities. This policy provides definitions of major service changes, disparate
impacts, and disproportionate burdens, and describes the process in which FAX conducts
Title VI analyses.

FTA’s Title VI Circular requires FAX to monitor four service standards (maximum vehicle
load, vehicle headway, on-time performance, and bus stop spacing) and two service
policies (distribution of amenities and vehicle assignment) for its fixed-route modes. FTA
requires that these policies and standards be monitored for disparate-impact effects. The
results of this monitoring are included in each Triennial Title VI Program update and
reported to the City Council for its consideration, awareness, and approval.

The FTA circular identifies methods for notifying the public of their rights to file a Title VI
complaint. This policy describes FAX’s procedure for responding to such complaints.

[I. TRIENNIAL TITLE VI PROGRAM UPDATE

Every three years, FAX shall complete a Title VI Program update in accordance with FTA
guidelines. The triennial update assesses compliance on a number of issues for FAX, its
subrecipients, and contractors, as specified in FTA Circular 4702.1B, dated October 1,
2012.

[ll. TITLE VI FARE AND SERVICE EQUITY ANALYSES

On August 30, 2018, the Fresno City Council approved the adoption of federally
mandated Title VI Policies for FAX regarding major service changes, disparate impacts
on minority populations, and disproportionate burdens on low-income populations.

FAX will conduct a Title VI Fare Equity Analysis for all fare change proposals regardless
of the amount of increase or decrease, with the following exceptions:

e Temporary reductions that are mitigating measures for specific actions; or
e Promotional or temporary fare reductions that last six months or less.

FAX will conduct a Title VI Service Equity Analysis whenever there is a major service
change, as defined below. In addition, FAX will conduct a service equity analysis for
changes which, when considered cumulatively over a three-year period, meet the major
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service change threshold. The City Council may request additional service equity
analyses for the consideration of changes as it deems appropriate.

All fare and service equity analyses shall be presented to the City Council for approval
and included in the Title VI Program update.

A. Major Service Change Policy

As stated in the FTA Circular, transit providers must identify what constitutes a
major service change, as only major service changes are subject to service equity
analyses.

As adopted by the City Council, a Major Service Change adds or removes 25% or
more:

e Revenue miles on any route.

e Revenue hours on any route.

Exemptions to the Major Service Change Policy are:

e Initiation/discontinuance of temporary or demonstration services
lasting 1 year or less.

e Changes to or suspension of routes due to natural or catastrophic
disasters.

e Temporary route detours: short-term changes to a route caused by
road construction, routine road maintenance, road closures,
emergency road conditions, fiscal crisis, civil demonstrations, or any
uncontrollable circumstances.

e Initiation/discontinuance of any Special Event Routing.

B. Disparate Impact Policy

As defined by the FTA, a disparate impact is a facially neutral policy or practice that
disproportionately affects members of a group identified by race, color, or national
origin. The disparate impact policy establishes a threshold for determining when a
major service change has a disparate impact on minority populations.

As approved by the City Council, a Disparate Impact exists if a major service
change requires a minority population to bear adverse effects by 20% or more than
the adverse effects borne by the general population in the affected area.

The measure of disparate impact involves a comparison of impacts borne by
minority populations compared to impacts borne by non-minority populations. For
a service equity analysis, FAX will measure service in terms of current FAX
standards for frequency, span of service, and/or distance to bus routes. Title VI
equity analyses will compare existing service or fares to proposed changes and
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calculate the absolute change as well as the percent change. When minority
populations or riders will experience a 20% (or more) greater adverse effect than
that borne by the non-minority populations or riders, such changes will be
considered to have a disparate impact. An adverse effect is defined as a
geographical or time-based reduction in service which includes but is not limited to:
elimination of a route, short turning a route, rerouting an existing route, or an
increase in headways.

C. Disproportionate Burden Policy

As defined by the FTA, a disproportionate burden is a facially neutral policy or
practice that disproportionately affects low-income populations more than non-low-
income populations. The Disproportionate Burden Policy establishes a threshold
for determining whether a major service change has a disproportionate burden on
low-income populations versus non-low-income populations.

As approved by the City Council, a Disproportionate Burden exists if a major service
change requires a low-income population to bear adverse effects by 20% or more
than the adverse effects borne by the general population in the affected area.

Low-income populations are not a protected class under Title VI. However,
recognizing the inherent overlap of environmental justice principles in this area, and
because it is important to evaluate the impacts of service and fare changes on
passengers who are transit-dependent, FTA requires transit providers to evaluate
proposed service and fare changes to determine whether low-income populations
will bear a disproportionate burden of the changes.

FAX will conduct Title VI equity analyses by comparing existing service or fares to
proposed changes and calculating the absolute change as well as the percent
change. When the proportion of low-income populations or riders adversely
affected by the proposals is 20% (or more) than the proportion of non-low-income
populations or riders adversely affected, such changes will be considered to have
a disproportionate burden.

D. Mitigation of Impacts

If FAX finds that the proposed fare or service changes result in disparate impacts
on minority communities, FAX must identify alternatives to the proposal that could
serve the same legitimate objective with less disparate impact. If a less
discriminatory alternative does not exist and FAX has substantial legitimate
justification that cannot otherwise be accomplished, FAX shall identify measures to
mitigate the negative impacts of the changes.

If FAX finds that the proposed fare or service changes result in disproportionate
burdens on low-income communities, FAX shall identify alternatives available to
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affected low-income riders and take steps to avoid, minimize, or mitigate impacts
where practicable.

IV. TRANSIT SERVICE MONITORING

FAX is required to monitor the performance of its system relative to system-wide service
standards and service policies. FAX staff will assess the performance of each route
according to methods described in the FTA Circular, and report to the City Council not
less often than every three years to ensure all elements of the service are being equitably
provided.

For cases in which the service exceeds or fails to meet the standard or policy, FAX shall
analyze why the discrepancies exist, and take steps to reduce the potential effects. If staff
determines that prior decisions have resulted in a disparate impact on the basis of race,
color, or national origin, FAX shall take corrective action to remedy the disparities to the
greatest extent possible and report these efforts in the Title VI Program update.

V. TITLE VI COMPLAINT PROCESS

FAX shall take any Title VI violation complaint seriously and act quickly to identify, resolve,
or remediate any identified issue.

A. Communication with Complainant

It is FAX’s intent to communicate with the complainant throughout the Title VI
complaint review process, regardless of the outcome of the investigation.

B. Posting of Title VI Complaint Notification

The following or similar notice will be placed on-board buses, in public ticket offices
and public meeting rooms (such as the FAX Administration Office), and on the FAX
website, in English and Spanish:

English: Title VI: FAX is committed to ensuring that no individual is
excluded from participation in, denied the benefits of its programs, or
subjected to discrimination on the basis of race, color, or national origin as
afforded to them by Title VI of the Civil Rights Act of 1964, as amended. To
file a Title VI complaint or get more information on your rights, call 559-621-
7433 or dial 711 California Relay Service. For more information, visit
fresno.gov/transportation/fax/title-vi-non-discrimination-policy/.

Spanish: Titulo VI: FAX se compromete a garantizar que ninguna persona
guede excluida de la participacion, negada los beneficios de sus programas
0 sujeta a discriminacion por motivos de raza, color u origen nacional segun
lo dispuesto por el Titulo VI de la Ley de Derechos Civiles de 1964, segun
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enmendada. Para presentar una queja del Titulo VI u obtener mas
informacion sobre sus derechos, llame al 559-621-7433 o0 marque el 711
servicio de retransmision de California. Para mas informacion,
visite www.fresno.gov/transportation/fax/title-vi-non-discrimination-policy/.

C. Receipt of Title VI Complaints

The FAX web site includes a dedicated “Title VI Non-Discrimination Policy” web
page. The dedicated page includes a FAX Title VI Complaint Policy and Procedure
in both English and Spanish, as well as Title VI complaint forms in both English and
Spanish.

The Title VI Complaint Procedure describes the several ways that Title VI complaints
can be filed. In addition, the FAX web site also includes a “Contact FAX” web page,
which provides multiple ways to contact FAX, including electronically filling out and
submitting an online contact form, printing a FAX complaint/compliment form and
submitting the hard copy in person or by mail, calling a customer service
representative at (559) 621-RIDE (7433) or dialing 711 California Relay Service,
visiting MTC or the FAX Administrative Office, contacting the City of Fresno to file
an Americans with Disabilities act (ADA) grievance, or accessing the Title VI
Complaint Form via the FAX Title VI web page.

D. Review and Investigation of Title VI Complaints

All complaints are handled according to the Title VI Complaint Procedures listed in
Section D of the FAX Title VI Program.

E. Submission of Complaint to the Federal Transit Administration

Complainants may also file a complaint directly with the Federal Transit
Administration at FTA Office of Civil Rights as described in Section D of this Title VI
Program.
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APPENDIX M: TITLE VI COMPLAINT FORM

Exhibit M.1 consists of four images of the two pages of the FAX Title VI Complaint Form.
One form includes English, and the other form includes Spanish.
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This page intentionally blank.
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Exhibit M.1 Bilingual Title VI Complaint Form
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APPENDIX N: FRESNO CITY COUNCIL TITLE VI PROGRAM APPROVAL

Exhibit N.1 provides documentation of the Fresno City Council’s approval of this 2022
Title VI Plan.
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Exhibit N.1 Fresno City Council Title VI Plan Approval — Meeting Minutes

[Note: The 2022 Title VI Program has been placed on the October 13, 2022
Fresno City Council meeting for formal action. The City Council’s action will be
reflected in Exhibit N.1 once action has been taken.]
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APPENDIX O: CENSUS TRACT CHART

Exhibit O.1 Census 2020 Population Estimates by Race/Ethnicity by Census Tract

Native
Hawaiian
and
Other Pacific
Islander

American
Indian and
INESEY
Native

Black or
African
American

Some other Two or more
race races

Minority* Hispanic/

Latino**

1.00 | 3,852 | 2,920 | 75.8% | 2,207 | 57.3% | 1,583 | 41.1% | 458 | 11.9% | 220 | 5.7% 185 4.8% 0 0.0% 1,908 | 28.5% 312 8.1%
2.00 | 2,432 | 2,033 | 83.6% | 1,758 | 72.3% | 1,350 | 55.5% | 236 9.7% | 24 1.0% 36 1.5% | 19 0.8% 593 24.4% 170 7.0%
3.00 | 4,927 | 4,410 | 89.5% | 3,326 | 67.5% | 2,996 | 60.8% | 803 | 16.3% | 10 0.2% 94 1.9% |94 1.9% 576 11.7% 350 7.1%
4.00 | 5,700 | 4,919 | 86.3% | 4,172 | 73.2% | 3,027 | 53.1% | 188 3.3% | 63 1.1% 564 9.9% 0 0.0% 1,328 | 23.3% 530 9.3%
5.01 | 2,864 | 2,580 | 90.1% | 2,114 | 73.8% | 1,547 | 54.0% | 424 | 14.8% | 17 0.6% 54 1.9% | 26 0.9% 653 22.8% 143 5.0%
5.02 | 3,338 | 2,927 | 87.7% | 2,413 | 72.3% | 1,883 | 56.4% 53 1.6% | 214 | 6.4% 350 10.5% | O 0.0% 584 17.5% 254 7.6%
6.01 | 4,002 | 3,314 | 82.8% | 2,849 | 71.2% | 2,561 | 64.0% | 440 | 11.0% | O 0.0% 92 2.3% | 40 1.0% 796 19.9% 72 1.8%
6.02 957 688 | 71.9% | 444 | 46.4% | 527 | 55.1% | 210 | 21.9% | 22 2.3% 4 0.4% 0 0.0% 60 6.3% 134 14.0%
7.01 | 2,412 | 2,388 | 99.0% | 1,457 | 60.4% | 1,013 | 42.0% | 810 |33.6% | O 0.0% 140 | 580.0% [ O 0.0% 282 11.7% 164 6.8%
7.02 | 1,340 | 1,321 | 98.6% | 972 | 72.5% | 578 | 43.1% | 101 7.5% | 25 1.9% 153 11.4% | O 0.0% 216 16.1% 268 20.0%
9.01 | 3,017 | 2,984 | 98.9% | 1,840 | 61.0% | 1,330 | 44.1% | 492 | 16.3% | 139 | 4.6% 531 17.6% | O 0.0% 332 11.0% 193 6.4%
9.02 | 4937 | 4873 | 98.7% | 3,525 | 71.4% | 3,189 | 64.6% | 657 | 13.3% | O 0.0% 548 11.1% | O 0.0% 163 3.3% 380 7.7%
10.00 | 4,404 | 4,329 | 98.3% | 2,885 | 65.5% | 1,348 | 30.6% | 907 | 20.6% | 53 1.2% 559 12.7% | O 0.0% 907 20.6% 634 14.4%
11.00 | 3,180 | 3,132 | 98.5% | 2,175 | 68.4% | 1,383 | 43.5% | 811 | 25.5% | 6 0.2% 41 1.3% 0 0.0% 483 15.2% 455 14.3%
12.01 | 6,437 | 6,141 | 95.4% | 4,557 | 70.8% | 2,916 | 45.3% | 303 47% | 174 | 2.7% | 1,262 | 19.6% | O 0.0% 1,693 | 26.3% 84 1.3%
12.02 | 4,331 | 4,240 | 97.9% | 3,257 | 75.2% | 2,209 | 51.0% [ 520 | 12.0% | O 0.0% 468 10.8% | 26 0.6% 749 17.3% 359 8.3%
13.01 | 5,442 | 5,105 | 93.8% | 4,675 | 85.9% | 3,091 | 56.8% 22 0.4% | 93 1.7% 365 6.7% 0 0.0% 1,208 | 22.2% 664 12.2%
13.03 | 2,571 | 2,545 | 99.0% | 1,712 | 66.6% | 1,288 | 50.1% | 208 8.1% | 31 1.2% 568 221% | O 0.0% 450 17.5% 28 1.1%
13.04 | 5,530 | 5,254 | 95.0% | 3,589 | 64.9% | 2,914 | 52.7% | 547 9.9% 6 0.1% | 1,156 | 20.9% | O 0.0% 818 14.8% 88 1.6%
14.07 | 4,725 | 4,111 | 87.0% | 2,462 | 52.1% | 2,088 | 44.2% | 685 | 14.5% | 38 0.8% 917 19.4% | O 0.0% 756 16.0% 236 5.0%
14.08 | 2,465 | 1,590 | 64.5% | 1,070 | 43.4% | 1,684 | 68.3% 71 2.9% 0 0.0% 281 11.4% | 22 0.9% 197 8.0% 212 8.6%
1409 | 2,288 | 1,416 | 61.9% | 968 | 42.3% | 1,316 | 57.5% 87 3.8% | 14 0.6% 254 11.1% | O 0.0% 112 4.9% 506 22.1%
1411 | 7,329 | 5,827 | 79.5% | 3,533 | 48.2% | 3,833 | 52.3% | 374 51% | 73 1.0% | 1,700 | 23.2% | 51 0.7% 425 5.8% 872 11.9%
1412 | 3,334 | 2,467 | 74.0% | 1,594 | 47.8% | 1,490 | 44.7% 83 2.5% 7 0.2% 777 233% | O 0.0% 320 9.6% 653 19.6%
14.13 | 6,872 | 5,463 | 79.5% | 3,058 | 44.5% | 3,628 | 52.8% | 151 2.2% | 48 0.7% | 2,027 | 29.5% | 21 0.3% 522 7.6% 474 6.9%
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Native
Hawaiian
and
Other Pacific
Islander
14.14 | 8.555 | 6,784 | 79.3% [ 3,533 | 41.3% | 4,508 | 52.7% | 488 | 5.7% | 51 | 0.6% | 2,772 | 32.4% | 26 | 0.3% 539 6.3% 163 1.9%
14.15 | 6,094 | 5,064 | 83.1% | 3,888 | 63.8% | 3,912 | 64.2% | 189 | 3.1% | 98 1.6% 768 | 12.6% 0.0% 859 | 14.1% | 268 4.4%
14.16 | 6,128 | 5,693 | 92.9% [ 2,880 | 47.0% | 2,090 | 34.1% | 190 | 3.1% | 31 | 50.0% | 2,604 | 42.5% 0.0% | 1,072 | 17.5% 135 2.2%
15.00 | 2,337 | 1,975 | 84.5% [ 1,699 | 72.7% | 1,423 | 60.9% | 40 1.7% | O 0.0% 227 9.7% 0.0% 507 | 21.7% 140 6.0%
18.00 | 4,733 | 3,441 | 72.7% | 3,228 | 68.2% | 3,020 | 63.8% | 19 04% | 9 0.2% 114 2.4% 0.0% 767 | 16.2% | 805 17.0%
20.00 | 6,186 | 5,425 | 87.7% | 3,928 | 63.5% | 3,347 | 54.1% | 736 | 11.9% | 111 | 1.8% 483 7.8% 0.0% 984 | 15.9% | 532 8.6%
21.00 | 6,218 | 4,862 | 78.2% | 4,334 | 69.7% | 3,582 | 57.6% | 448 | 72% [ O 0.0% 19 0.3% 0.0% | 1,368 | 22.0% | 796 12.8%
22.00 | 3,616 | 2,459 | 68.0% | 2,177 | 60.2% | 2,607 | 72.1% | 98 27% | 29 | 0.8% 58 16% | 14| 0.4% 217 6.0% 589 16.3%
23.00 | 3,574 | 2,620 | 73.3% | 2,405 | 67.3% | 2,412 | 67.5% | 93 2.6% | 36 1.0% 61 1.7% |18 | 0.5% 393 | 11.0% | 565 15.8%
24.00 | 4,856 | 4,536 | 93.4% | 3,521 | 72.5% | 2,384 | 49.1% | 151 | 31% [ O 0.0% 879 | 18.1% | O 0.0% | 1,039 | 21.4% | 398 8.2%
25.01 | 4,654 | 4,328 | 93.0% | 3,179 | 68.3% | 2,481 | 53.3% | 386 | 83% [ 5 0.1% 647 | 13.9% | 9 0.2% 838 | 18.0% | 289 6.2%
25.02 | 4,947 | 4,630 | 93.6% | 3,552 | 71.8% | 2,414 | 48.8% | 64 1.3% [ 99 | 2.0% 772 | 156% (20| 0.4% 519 | 10.5% | 1,054 | 21.3%
26.01 | 4,793 | 4,673 | 97.5% | 4,227 | 88.2% | 2,919 | 60.9% | 24 05% | 14 | 0.3% 340 71% | O 0.0% 690 | 14.4% | 805 16.8%
26.02 | 3,167 | 2,629 | 83.0% | 2,404 | 75.9% | 2,207 | 69.7% | 70 22% | 6 0.2% 76 2.4% | 57 1.8% 504 | 15.9% | 247 7.8%
27.01 | 4,854 | 4,548 | 93.7% | 4,155 | 85.6% | 2,932 | 60.4% | 44 0.9% | 39 | 0.8% 417 8.6% 0.0% 757 | 15.6% | 665 13.7%
27.02 | 4,410 | 4,119 | 93.4% | 3,651 | 82.8% | 2,646 | 60.0% | 185 | 4.2% [ 79 1.8% 326 7.4% 0.0% 587 | 13.3% | 582 13.2%
28.00 | 4,361 | 4,226 | 96.9% | 2,952 | 67.7% | 2,067 | 47.4% | 292 | 6.7% | 74 | 1.7% 959 | 22.0% 0.0% 358 8.2% 615 14.1%
29.03 | 3,845 | 3,345 | 87.0% | 1,699 | 44.2% | 1,861 | 48.4% | 388 | 10.1% | O 0.0% | 1,230 | 32.0% 0.0% 158 4.1% 208 5.4%
29.04 | 3,281 | 2,917 | 88.9% | 2,005 | 61.1% | 1,194 | 36.4% | 230 | 7.0% | 39 1.2% 666 | 20.3% 0.0% 541 | 16.5% | 610 18.6%
29.05| 2,912 | 2,452 | 84.2% | 1,744 | 59.9% | 1,803 | 61.9% | 131 | 45% | 17 | 0.6% 547 | 18.8% 0.0% 352 | 12.1% 61 2.1%
29.06 | 5,159 | 4,622 | 89.6% | 2,997 | 58.1% | 2,239 | 43.4% | 248 | 4.8% | 113 | 2.2% | 1,187 | 23.0% | 57 1.1% 681 | 13.2% | 635 12.3%
30.01 | 3,243 [ 2,847 | 87.8% | 1,356 | 41.8% [ 1,200 | 37.0% | 305 | 9.4% | 45 1.4% | 1,119 | 345% | 19 | 0.6% 321 9.9% 233 7.2%
30.03 | 4,128 [ 3,451 | 83.6% | 2,221 | 53.8% [ 1,816 | 44.0% | 248 | 6.0% | 41 1.0% 912 | 22.1% | 8 0.2% 698 | 16.9% | 400 9.7%
30.04 | 2,094 | 1,434 | 68.5% | 1,091 | 52.1% | 1,326 | 63.3% | 10 05% | 52 | 2.5% 237 | 11.3% | O 0.0% 356 | 17.0% 115 5.5%
31.04 | 4,337 [ 3,062 | 70.6% | 1,483 | 34.2% [ 1,930 | 445% | 173 | 40% | 22 | 0.5% [ 1,167 | 26.9% | O 0.0% 360 8.3% 685 15.8%
32.01 | 5591 [ 4,562 | 81.6% | 3,506 | 62.7% | 2,656 | 47.5% | 185 | 3.3% | 45 | 0.8% 727 | 13.0% (11| 0.2% 822 | 14.7% | 1,146 | 20.5%
32.02 | 5,337 [ 4,029 | 75.5% | 2,466 | 46.2% | 2,743 | 51.4% | 539 | 10.1% | 37 | 0.7% 950 | 17.8% | O 0.0% 833 | 15.6% | 240 4.5%
33.01 | 3,097 [ 2,462 | 79.5% | 1,973 | 63.7% [ 1,549 | 50.0% | 248 | 8.0% | 40 1.3% 111 36% | 0 0.0% 914 | 29.5% | 235 7.6%

American
Indian and
Alaska
Native

Black or
African
American

Some other Two or more
race races

Hispanic/
Latino**

Minority*
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NEYE]
Hawaiian
and
Other Pacific
Islander

American
Indian and
Alaska
Native

Black or
African
American

Some other Two or more
race races

Hispanic/
Latino**

Minority*

33.02 | 4,650 | 3,646 | 78.4% | 2,874 | 61.8% | 2,678 | 57.6% | 195 42% | 51 1.1% 549 11.8% | 5 0.1% 1,004 | 21.6% 167 3.6%
34.01 | 3,359 | 3,053 | 90.9% | 1,690 | 50.3% | 1,286 | 38.3% | 917 | 27.3% | 175 | 5.2% 390 11.6% | O 0.0% 511 15.2% 87 2.6%
34.02 | 1,957 | 1,401 | 71.6% | 982 | 50.2% | 1,233 | 63.0% | 268 | 13.7% | O 0.0% 0 0.0% | 10 0.5% 176 9.0% 268 13.7%
35.00 | 4,793 | 3,034 | 63.3% | 2,502 | 52.2% | 3,437 | 71.7% | 254 53% | 96 2.0% 168 3.5% 0 0.0% 681 14.2% 168 3.3%
36.00 | 4,211 | 1,874 | 44.5% | 1,486 | 35.3% | 3,293 | 78.2% | 265 6.3% 8 0.2% 38 0.9% 0 0.0% 299 7.1% 299 7.1%
37.01 | 3,057 | 2,345 | 76.7% | 2,057 | 67.3% | 2,170 | 71.0% 73 24% | 12 0.4% 171 5.6% 0 0.0% 437 14.3% 193 6.3%
37.02 | 5,165 | 3,905 | 75.6% | 2,867 | 55.5% | 2,660 | 51.5% | 408 7.9% | 98 1.9% 486 9.4% 0 0.0% 801 15.5% 718 13.9%
38.04 | 7,081 | 6,217 | 87.8% | 3,456 | 48.8% | 1,947 | 27.5% | 701 9.9% (453 | 6.4% [ 2,061 | 29.1% | O 0.0% 956 13.5% 970 13.7%
38.05 | 7,878 | 6,933 | 88.0% | 4,490 | 57.0% | 3,325 | 42.2% | 473 6.0% [ 158 | 2.0% [ 1,457 | 18.5% | O 0.0% 1,363 | 17.3% | 1,111 | 14.1%
38.07 | 3,179 | 2,521 | 79.3% | 1,774 | 55.8% | 1,802 | 56.7% | 165 52% | 10 0.3% 499 157% | O 0.0% 550 17.3% 156 4.9%
38.08 | 5,128 | 4,302 | 83.9% | 2,723 | 53.1% | 1,656 | 32.3% | 374 7.3% | 67 13% |1,082| 21.1% | O 0.0% 1,297 | 25.3% 656 12.8%

38.09 | 4,808 | 3,976 | 82.7% | 1,991 | 41.4% | 2,361 | 49.1% | 548 | 11.4% | 19 04% | 1,192 | 24.8% | 10 0.2% 115 2.4% 567 11.8%
38.10 | 5,925 | 4,776 | 80.6% | 3,022 | 51.0% | 2,921 | 49.3% | 877 | 14.8% | 36 0.6% 794 13.4% | O 0.0% 693 11.7% 610 10.3%
38.11 | 8,994 | 6,548 | 72.8% | 3,364 | 37.4% | 4,704 | 52.3% | 198 2.2% 0 0.0% | 2,905 | 32.3% | 45 0.5% 1097 | 12.2% 45 0.5%
38.12 | 2,199 [ 1,480 | 67.3% | 526 | 23.9% | 888 | 40.4% | 361 | 16.4% | O 0.0% 504 | 27.0% | O 0.0% 341 15.5% 18 0.8%
42.05 | 6,007 | 5,082 | 84.6% | 2,781 | 46.3% | 2,535 | 42.2% | 1,370 | 22.8% | 12 0.2% 691 11.5% | O 0.0% 529 8.8% 871 14.5%
42.08 | 7,319 | 3,586 | 49.0% | 1,735 | 23.7% | 4,860 | 66.4% | 461 6.3% 0 0.0% 981 134% | O 0.0% 586 8.0% 432 5.9%
42.10 | 3,586 | 2,471 | 68.9% | 1,495 | 41.7% | 1,962 | 54.7% | 366 | 10.2% | 11 0.3% 706 19.7% | O 0.0% 430 12.0% 115 3.2%

0

0

0

42.11 | 7,992 | 5,802 | 72.6% | 4,635 | 58.0% | 4,132 | 51.7% | 360 45% | 24 0.3% 559 7.0% 0.0% 1,031 | 12.9% | 1,886 | 23.6%
42.12 | 10,810 | 7,697 | 71.2% | 3,978 | 36.8% | 4,551 | 42.1% | 1,503 | 13.9% | 357 | 3.3% | 1,967 | 18.2% 0.0% 1,697 | 15.7% 735 6.8%
42.13 | 3,326 | 1,783 | 53.6% | 1,404 | 42.2% | 2,245 | 67.5% 50 1.5% | 93 2.8% 180 5.4% 0.0% 399 12.0% 359 10.8%
42.14 | 4,944 | 2,072 | 41.9% | 1,018 | 20.6% | 3,387 | 68.5% | 114 2.3% 0 0.0% 880 17.8% | 10 0.2% 316 6.4% 237 4.8%
42.15| 4,423 | 2,897 | 65.5% | 1,774 | 40.1% | 2,623 | 59.3% 53 12% | 44 1.0% 734 16.6% | O 0.0% 292 6.6% 672 15.2%
42.16 | 4,403 | 3,315 | 75.3% | 2,100 | 47.7% | 1,889 | 42.9% | 277 6.3% | 53 1.2% 867 19.7% | O 0.0% 542 12.3% 766 17.4%
42.17 | 3,678 | 3,351 | 91.1% | 2,034 | 55.3% | 1,324 | 36.0% | 1048 | 28.5% | O 0.0% 268 7.3% 0 0.0% 1,026 | 27.9% 11 0.3%
42.18 | 7,767 | 6,012 | 77.4% | 3,884 | 50.0% | 3,674 | 47.3% | 117 15% | 163 | 2.1% | 1,771 | 22.8% | 62 0.8% 1,266 | 16.3% 715 9.2%
43.01 | 4,326 | 1,393 | 32.2% | 809 | 18.7% | 3,426 | 79.2% | 164 3.8% 0 0.0% 359 8.3% 0 0.0% 69 1.6% 307 7.1%
43.02 | 4,758 | 2,113 | 44.4% | 1,137 | 23.9% | 3,354 | 70.5% 57 1.2% 0 0.0% 761 16.0% | O 0.0% 376 7.9% 209 4.4%
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43.03 | 4,784 | 1,603 | 33.5% | 1,229 | 25.7% | 4,086 | 85.4% | 134 2.8% | 53 1.1% 148 3.3% 0 0.0% 38 0.8% 311 6.5%
44.04 | 3,094 | 2,590 | 83.7% | 2,249 | 72.7% | 1,566 | 50.6% | 124 4.0% | 12 0.4% 139 4.5% 0 0.0% 770 24.9% 480 15.5%
44.05 | 3,531 | 1,077 | 30.5% | 692 | 19.6% | 2,934 | 83.1% | 113 3.2% | 14 0.4% 155 4.4% 0 0.0% 74 2.1% 244 6.9%
44.06 | 5,711 | 3,181 | 55.7% | 1,930 | 33.8% | 3,672 | 64.3% | 188 3.3% 6 01% 1,034 | 18.1% | O 0.0% 388 6.8% 428 7.5%
44.09 | 2,857 | 1,503 | 52.6% | 1,026 | 35.9% | 1,806 | 63.2% 54 1.9% | 106 | 3.7% 166 5.8% 0 0.0% 366 12.8% 360 12.6%
44,10 | 2,318 | 1,433 | 61.8% | 955 | 41.2% | 1,356 | 58.5% 97 42% | 72 3.1% 204 8.8% 0 0.0% 380 16.4% 209 9.0%
4411 | 1,624 531 | 32.7% | 185 | 11.4% | 1,236 | 76.1% | 128 7.9% 2 0.1% 141 8.7% 0 0.0% 41 250.0% 76 4.7%
45.03 | 5,129 | 2,170 | 42.3% | 1,816 | 35.4% | 3,888 | 75.8% 36 0.7% | 15 0.3% 323 6.3% 0 0.0% 615 12.0% 256 5.0%
45.04 | 5,412 | 3,561 | 65.8% | 1,829 | 33.8% | 2,793 | 51.6% | 579 | 10.7% | 27 0.5% 763 141% | O 0.0% 725 13.4% 525 9.7%
45.05 | 5,299 | 3,455 | 65.2% | 2,363 | 44.5% | 2,983 | 56.3% | 456 8.6% | 79 1.5% 636 12.0% | O 0.0% 858 16.2% 286 5.4%
45.06 | 3,403 725 | 21.3% | 364 | 10.7% | 2,927 | 86.0% | 116 3.4% | 34 1.0% 143 4.2% 0 0.0% 102 3.0% 82 2.4%
46.01 | 3,536 | 1,846 | 52.2% | 1,577 | 44.6% | 2,557 | 72.3% 25 0.7% | 32 0.9% 138 3.9% 0 0.0% 297 8.4% 488 13.8%
46.02 | 2,461 | 1,270 | 51.6% | 842 | 34.2% | 1,602 | 65.1% 52 2.1% 7 0.3% 113 4.6% 0 0.0% 273 11.1% 411 16.7%
47.03 | 4,158 | 3,214 | 77.3% | 2,358 | 56.7% | 2,424 | 58.3% | 536 | 12.9% | 37 0.9% 220 5.3% 0 0.0% 682 16.4% 258 6.2%
47.04 | 4,790 | 4,349 | 90.8% | 3,195 | 66.7% | 2,203 | 46.0% | 757 | 15.8% | 139 | 2.9% 144 3.0% | 43 0.9% 1,154 | 24.1% 350 7.3%
47.05 | 2,021 | 1,386 | 68.6% | 1,095 | 54.2% | 1,356 | 67.1% | 188 9.3% | 26 1.3% 40 2.0% 0 0.0% 321 15.9% 89 4.4%
47.06 | 5,000 | 4,120 | 82.4% | 2,940 | 58.8% | 2,405 | 48.1% | 585 | 11.7% | 75 1.5% 665 13.3% | O 0.0% 140 2.8% 1125 | 22.5%
48.01 | 4,857 | 3,682 | 75.8% | 2,885 | 59.4% | 3,021 | 62.2% | 481 9.9% | 29 0.6% 146 3.0% 0 0.0% 680 14.0% 495 10.2%
48.02 | 4,102 | 3,286 | 80.1% | 2,560 | 62.4% | 2,420 | 59.0% | 414 | 10.1% | 57 1.4% 201 49% | 16 0.4% 574 14.0% 414 10.1%
49.01 | 3,906 | 2,656 | 68.0% | 2,250 | 57.6% | 2,660 | 68.1% | 203 52% | 31 0.8% 137 3.5% 0 0.0% 711 18.2% 164 4.2%
49.02 | 2,261 | 1,467 | 64.9% | 1,128 | 49.9% | 1,348 | 59.6% | 258 | 11.4% | 14 0.6% 23 1.0% | 25 1.1% 106 4.7% 491 21.7%
50.00 | 4,477 | 2,668 | 59.6% | 2,230 | 49.8% | 2,919 | 65.2% | 210 4.7% 0 0.0% 130 2.9% 0 0.0% 761 17.0% 461 10.3%
51.00 | 6,777 | 4,852 | 71.6% | 3,985 | 58.8% | 4,669 | 68.9% | 461 6.8% [ 129 | 1.9% 319 4.7% 0 0.0% 935 13.8% 264 3.9%
52.02 | 3,525 | 2,993 | 84.9% | 2,527 | 71.7% | 1,445 | 41.0% 95 27% | 21 0.6% 402 11.4% | 14 0.4% 934 26.5% 613 17.4%
52.03 | 5,028 | 4,088 | 81.3% | 3,228 | 64.2% | 2,735 | 54.4% | 447 8.9% 0 0.0% 322 6.4% 0 0.0% 860 17.1% 664 13.2%
52.04 | 4,175 | 3,294 | 78.9% | 2,388 | 57.2% | 1,770 | 42.4% | 321 7.7% | 75 1.8% 468 11.2% | O 0.0% 1,240 | 29.7% 296 7.1%
53.01 | 5,997 | 4,552 | 75.9% | 3,460 | 57.7% | 3,586 | 59.8% | 432 7.2% | 18 0.3% 570 9.5% 0 0.0% 714 11.9% 684 11.4%
53.02 | 5,352 | 3,912 | 73.1% | 2,890 | 54.0% | 3,688 | 68.9% | 123 23% | 11 0.2% 503 9.4% | 16 0.3% 332 6.2% 674 12.6%
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53.04 | 5,139 | 3,505 | 68.2% | 2,205 | 42.9% | 3,042 | 59.2% | 252 | 4.9% | 185 | 3.6% 586 | 11.4% | O 0.0% 447 8.7% 622 12.1%
53.05 | 3,710 | 2,586 | 69.7% | 1,747 | 47.1% | 1,992 | 53.7% | 289 | 7.8% | 92 2.5% 501 | 13.5% | 22 0.6% 416 | 11.2% 393 10.6%
54.03 | 5,491 | 3,190 | 58.1% | 1,735 | 31.6% | 3,102 | 56.5% | 675 | 12.3% | 104 | 1.9% 730 | 13.3% | O 0.0% 417 7.6% 461 8.4%
54.05 | 5,222 | 2,486 | 47.6% | 1,796 | 34.4% | 3,645 | 69.8% | 125 | 2.4% | 16 0.3% 433 83% | O 0.0% 559 | 10.7% 439 8.4%
54.06 [ 4,316 | 2,154 | 49.9% [ 1,705 | 39.5% | 3,000 | 69.5% 30 0.7% | 26 0.6% 401 9.3% | O 0.0% 682 | 15.8% 181 4.2%
54.07 | 3,894 [ 1,873 | 48.1% | 1,336 | 34.3% | 2,617 | 67.2% 97 2.5% [ 23 0.6% 273 7.0% |12 0.3% 483 | 12.4% 389 10.0%
54.08 [ 2,084 [ 1,165 | 55.9% [ 669 | 32.1% [ 1,286 | 61.7% | 131 | 6.3% | 35 1L.7% 258 | 12.4% | 33 1.6% 215 | 10.3% 126 6.0%
54.09 | 2,983 | 1,996 | 66.9% | 1,298 | 43.5% | 1,676 | 56.2% | 254 | 8.5% | 158 | 5.3% 301 | 10.1% | O 0.0% 439 | 14.7% 155 5.2%
54.10 [ 3,120 | 2,028 | 65.0% | 1,232 | 39.5% | 1,909 | 61.2% | 144 | 4.6% | 34 1.1% 468 | 15.0% | O 0.0% 331 | 10.6% 234 7.5%
55.03 [ 5,984 | 2,543 | 42.5% | 868 | 14.5% [ 3,902 | 65.2% 96 1.6% | 42 0.7% | 1,424 | 238% | O 0.0% 36 0.6% 479 8.0%
55.04 | 2,870 [ 1,363 | 47.5% | 568 | 19.8% | 1,937 | 67.5% | 106 | 3.7% | 11 0.4% 565 | 19.7% | O 0.0% 129 4.5% 123 4.3%
55.05 6,136 | 3,270 | 53.3% | 1,350 | 22.0% | 3,547 | 57.8% | 344 | 5.6% | 123 | 2.0% | 1,295| 21.1% | 37 0.6% 270 4.4% 528 8.6%
55.07 | 5,559 [ 2,902 | 52.2% | 1,734 | 31.2% | 3,497 | 62.9% | 250 | 4.5% | 22 0.4% 728 | 13.1% | O 0.0% 489 8.8% 573 10.3%
55.08 | 6,103 | 3,497 | 57.3% | 1,501 | 24.6% | 3,619 | 59.3% 79 13% | O 0.0% |1825| 299% | O 0.0% 55 0.9% 525 8.6%
55.09 | 5,101 | 2,189 | 43.7% | 1,002 | 20.0% | 3,322 | 66.3% | 100 | 2.0% | 110 | 2.2% 892 | 17.8% | 15 0.3% 262 5.2% 311 6.2%
55.16 | 5,975 | 2,880 | 48.2% | 1,936 | 32.4% | 4,726 | 79.1% | 114 | 1.9% | O 0.0% 645 | 10.8% | O 0.0% 60 1.0% 424 7.1%
55.26 [ 1,542 | 860 | 55.8% | 358 | 23.2% | 988 | 64.1% 79 51% [ 0 0.0% 407 | 26.4% | O 0.0% 51 3.3% 17 1.1%
55.27 | 3,233 | 1,303 | 40.3% | 824 | 25.5% | 2,279 | 70.5% 0 0.0% | 10 0.3% 265 82% | O 0.0% 443 | 13.7% 236 7.3%
55.28 | 1,785 | 573 | 32.1% | 321 | 18.0% | 1,326 | 74.3% 0 0.0% [ O 0.0% 96 54% | 39 2.2% 228 | 12.8% 95 5.3%
55.29 | 6,355 | 2,758 | 43.4% | 1,042 | 16.4% | 4,201 | 66.1% 76 1.2% | O 0.0% | 1,163 | 18.3% | 13 | 20.0% 114 1.8% 788 12.4%
56.02 [ 5,009 [ 2,429 | 48.5% | 1,683 | 33.6% | 3,206 | 64.0% 55 1.1% [ 120 | 2.4% 526 | 10.5% | O 0.0% 927 | 18.5% 180 3.6%
56.05( 1,560 [ 535 | 34.3% | 431 | 27.6% | 1,309 | 83.9% 16 1.0% | O 0.0% 87 56% | 6 0.4% 73 4.7% 69 4.4%
58.04 | 6,331 | 3,881 | 61.3% | 2,355 | 37.2% | 4,223 | 66.7% | 120 | 1.9% | 38 0.6% | 1,228 | 19.4% | 51 0.8% 361 5.7% 317 5.0%
58.05 | 7,160 | 4,804 | 67.1% | 2,456 | 34.3% | 3,444 | 48.1% | 258 | 3.6% | 79 1.1% | 1,790 | 25.0% | O 0.0% 601 8.4% 988 13.8%
59.04 | 6,403 [ 4,040 | 63.1% | 1,870 | 29.2% | 3,490 | 54.5% | 122 | 1.9% | 19 03% | 1,774 | 27.7% | O 0.0% 512 8.0% 480 7.5%
86.00 | 4,396 | 3,486 | 79.3% | 2343 | 53.3% | 2260 | 51.4% | 730 | 16.6% [ 123 | 2.8% 356 81% | O 0.0% 796 | 18.1% 136 3.1%

Source: 2016-2020 American Community Survey, five-year estimates, Fresno Urbanized Area.
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Table notes:

*Minority is calculated as anyone who does not identify as “White, Non-Hispanic/Latino.” Using this definition, the Fresno
Urbanized Area is 68.8 percent minority.

**In the census, identification as Hispanic/Latino is a separate question from race.

Blue shading indicates a census tract where the minority percentage exceeds that average minority percentage for the
service area as a whole.
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APPENDIX P: CENSUS TRACTS WITH FIXED-ROUTE SERVICE MAP

Exhibit P.1 presents an image of a map identifying minority population concentrations
within the Fresno Urbanized Area. The map includes all FAX fixed routes, and each
census tract number is identified.

The map is based on the American Community Survey 2015-2019 5-Year Population
Estimates. Concentrations represented on the map reflect the percentage of the total
population not categorized as “White, non-Hispanic.” The average percentage of minority
individuals in the Fresno Urbanized Area is 68.8 percent.

Concentrations of minority population are differentiated by colors at the census tract level.
A solid border outlines the Fresno Urbanized Area. A dashed line indicates all areas within
three-quarters of a mile of a FAX fixed route.
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Exhibit P.1 Demographic Map: Minority Population with Fixed-Route Service Map
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APPENDIX Q: FAX SERVICE EQUITY ANALYSIS
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Overview

In compliance with Title VI of the Civil Rights Act of 1964, the Federal Transit Administration (FTA)
requires all transit agencies that receive federal funding to monitor the performance of their systems,
ensuring services are made available and/or distributed equitably. One component of ensuring
compliance is performing an equity analysis for all fare changes and any major service changes to
determine its impact on minority (race, color, or national origin) and low-income populations.

Fresno Area Express (FAX) is the primary fixed-route transit operator in Fresno and is operated and
administered by the City of Fresno, California. FAX has proposed changes to 5 of its 17 routes and the
introduction of a new route.

This Title VI analysis will:

e Determine whether the proposed changes constitute a major service or not,

e Evaluate how the proposed changes may impact low-income and minority populations, and

e Identify strategies to avoid, minimize, or mitigate any disproportionate burdens, disparate
impacts, or any potentially negative outcomes.

Relevant Policies

This FAX service equity analysis was completed in accordance with FTA regulations outlined in FTA
Circular 4702.1B, “Title VI Requirements and Guidelines for Federal Transit Administration Recipients.”
The circular requires this analysis to ensure or minimize any disparate impact on minority populations or
disproportionate burden on low-income populations.

Disparate Impact Definition

Refers to a facially neutral policy or practice that disproportionately affects members of a group
identified by race, color, or national origin, where the recipient’s policy or practice lacks a
substantial legitimate justification and where there exists one or more alternatives that would
serve the same legitimate objectives but with less disproportionate effect on the basis of race,
color, or national origin. (FTA C 4702.1B, Chap. I-2)

Disproportionate Burden Definition

Refers to a neutral policy or practice that disproportionately affects low-income populations
more than non-low-income populations. A finding of disproportionate burden requires the
recipient to evaluate alternatives and mitigate burdens where practicable. (FTA C 4702.1B,
Chap. I-2)

Each transit agency is responsible for establishing a threshold for what constitutes a “major” service
change as well as what differential is considered a disparate impact or disproportionate burden.

Major Service Change

In 2019, FAX completed its Triennial Title VI Program. Per FAX's Title VI policy, a major service change is
any service change that:

e Adds or removes 25 percent or more of revenue miles on any route, or
e Adds or removes 25 percent or more of revenue hours on any route.
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Disparate Impact Policy

A disparate impact exists if a major service change, fare change, or fare media change requires a
minority population to bear adverse effects by 20 percent or more than the adverse effects
borne by the general population in the affected area.

Disproportionate Burden Policy

A disproportionate burden exists if a major service change, fare change, or fare media change
requires a low-income population to bear adverse effects by 20 percent or more than the
adverse effects borne by the general population in the affected area.

FAX has recently completed two other Title VI analyses, one for the Faster FAX network in 2016, and one
for a proposed smart card in 2018. This Title VI analysis will apply Title VI policies in a manner consistent
with these earlier analyses.

Proposed Changes

FAX is continually evaluating its service to improve efficiency and optimize resources. After reviewing
service since the Faster FAX network update, and with the availability of additional funding
opportunities, FAX has proposed changes to five routes and the creation of a new Route 3, to be
implemented over the next several years, as funding becomes available. Table 1 summarizes the
proposed services changes, followed by route-by-route details.

Table 1: Summary of Proposed Service Changes

Description of Revised Origin and Destination of Revised Service

Service

Route 28 Dakota Crosstown From West Fresno via Manchester Transit Center
to relocated County of Fresno Department of
Social Services (DSS) campus at Dakota and Peach

at 20 minute frequencies

Route 45 Ashlan Crosstown From Central High School to Shields and Fowler at
45 minute frequencies

New Route “3” Herndon Crosstown From El Paseo shopping center to Willow and
Herndon at 60 minute frequencies

Route 20 El Paseo Shopping Center/ | From El Paseo shopping center to Fresno
McKinley Crosstown Yosemite International Airport at 45 minute
frequencies

Route 12/35 Merge Olive Avenue Connecting Routes 12 and 35 at 30 minute
Interline (Route 35) and Inspiration | frequencies
Park (Route 12)
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Route 28

The current Route 28 serves West Fresno, Courthouse Park in Downtown, the Manchester Transit
Center, and travels briefly along Dakota Avenue before serving Fresno State University via First and
Shaw. Proposed Route 28 retains the southern portion of the current alignment, but extends the
segment on the Dakota Avenue corridor, serving the consolidated Fresno County Department of Social
Services (DSS) office, scheduled to open in Fall 2020. The proposed route will maintain the existing
route’s 20-minute frequency. This change is anticipated for implementation in August 2020. The current
and proposed alignments are shown in Figure 1 and Figure 2, respectively.

Figure 1: Current Route 28 Alignment

Figure 2: Proposed Route 28 Alignment
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Route 45

The current Route 45 begins at Fowler and Shields, travels north to Ashlan Avenue, turns south at
Blackstone Avenue to briefly serve McKinley Avenue before following Fruit Avenue north to Herndon,
which it follows to Milburn. See Figure 3. Instead of deviating south before turning north, the proposed
route simply follows Ashlan Avenue to Central High School — East Campus. See Figure 4. The new route
improves frequencies from 60 minutes to 45 minutes.

Figure 3: Current Route 45 Alignment

Figure 4: Proposed Route 45 Alignment
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New Route 3

The new Route 3 will serve Herndon Avenue from the El Paseo Shopping Center to Willow Avenue,
including the section of Herndon Avenue currently served by Route 45. See Figure 5. The route will run
at 60-minute frequency.

Figure 5: New Route 3 Alignment

Route 20

The central portion of Route 20 will stay the same under the proposed changes. However, instead of
following Blackstone Avenue south to Downtown Fresno, the proposed Route 20 will continue east
along McKinley Avenue to the Fresno Yosemite International Airport. On the other end of the route,
Route 20 will follow Shaw Avenue to Brawley Avenue, before traveling along Bullard to Herndon
Avenue, where it will connect with the new Route 3. See Figure 6 and Figure 7.

Figure 6: Current Route 20 Alignment

Page 375



Figure 7: Proposed Route 20 Alignment

Route 12/35 Interline

The proposed change affecting Route 12 and Route 35 is interlining the two routes to optimize schedule
efficiency. To support this change, Route 12 will no longer terminate with a turnaround loop at Shields
Avenue, Clinton Avenue, and Blythe Avenue, instead continuing further east onto McKinley Avenue and
connecting with the existing Route 35 at Marks Avenue. See Figure 8.

Figure 8: Proposed Route 12/35 Interline
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Summary of Public Participation & Outreach

To collect community feedback on the proposed service changes, FAX held a series of outreach events
during February and March 2020. FAX staff held multiple pop-up events at key bus stops in the FAX
network as well as public workshops to present the proposed service changes, gauging support and
collecting input. Feedback from these pop-up events and workshops were incorporated into the final
proposed changes analyzed in this document. In particular, the public engagement process identified a
new opportunity for network connectivity, affecting the final proposed alignment for Route 20. Initially,
Route 20 was proposed to serve Fig Garden Loop. Community discussions indicated that it would be
more effective for customers if Route 20 followed Bullard Avenue to connect with the new Route 3 at
the El Paseo Shopping Center, so the proposed alignment was altered.

Rider Survey

In addition to the pop-up events and public workshops, FAX issued a rider survey. The survey asked
riders for general opinions about the proposed service changes and collected information on
respondent demographics so the results could be considered in a Title VI context. The survey
distribution was not extensive enough to ensure statistical validity, but a target number of complete
responses was set for each route (proportional to ridership) and in total to make every effort for an
accurate representation. These goals were met and exceeded.

Survey results were analyzed to identify any differences in the level of support for the service changes
between minority and non-minority populations or low-income and non-low-income populations.
Question 4 of the survey instrument (provided in the appendix) asked customers to rate their level of
support for each proposed change on a five-point scale from strongly support to strongly oppose. These
responses were aggregated based on response to the demographic questions (race/ethnicity and
household income). There was strong support for the proposed changes across all demographic groups.

Minority riders were more likely than non-minority riders to support adding new bus service to the
locations listed in Question 4. Low-income riders were more supportive of additional service to Central
High School (East) than non-low-income riders and less supportive of adding service to medical facilities
on Herndon Avenue or to Clovis Community College, compared to non-low-income riders. Each of the
proposed service additions still garnered majority support among low-income riders. Overall, there were
no significant differences in support between minority and non-minority riders and between low-income
and non-low-income riders.

Service Equity Analysis
The service equity analysis has three key parts:

e  First, proposed service changes are analyzed to determine if those changes meet the major
service change threshold as defined by Fresno’s Title VI policy.

e [f any of the proposed service changes meet the major service change threshold, then the
proposed route changes are analyzed to determine if those changes create a disparate impact or
disproportionate burden according to Fresno’s Title VI policy.

e If a disparate impact or disproportionate burden is found, then mitigation measures will be
recommended for the proposed service changes so that they no longer create a disparate
impact or disproportionate burden.
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Figure 9 outlines Fresno’s service equity analysis process. Because of the combination of proposed
changes, Fresno determined analyzing all proposed changes, regardless if they meet policy thresholds,
would provide consistent information for the decision-making process related to the proposed network
changes.

Figure 9: Service Equity Analysis Process

As outlined in the FTA Circular, transit agencies should analyze available data for the general population
(U.S. Census or American Community Survey data) or data specific to system ridership (survey data). To
provide the most comprehensive findings, both population and ridership data were analyzed and are

summarized in this document. (Care was taken not to “mix and match” in comparative analysis—always
comparing ridership to ridership and population to population, as noted in FTA C 4702.1B, Chap. IV-15.)

Data Sources

Data from the American Community Survey (ACS) and the 2018 FAX Customer Satisfaction Survey were
used to perform the Title VI analysis.

American Community Survey

2018 ACS five-year estimates provide census block group-level population data for the geography-based
analysis. The following tables were used in this analysis:

e (C17002: Ratio of Income to Poverty Level in the Past 12 Months
e B03002: Hispanic or Latino Origin by Race
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FAX defines low-income as at or below 150 percent of the federal poverty line. Individuals who reported
in the ACS that their income over the previous 12 months fell below 150 percent of the federal poverty
line were defined as low-income for the geographic analysis.

For purposes of this analysis, the following origin by race categories are defined as minority:

e Black or African American alone

e American Indian or Alaska Native alone

e Asian alone

e Native Hawaiian or Other Pacific Islander alone
e Hispanic or Latino

e “Other” race alone

e Two or more races

2018 FAX Customer Satisfaction Survey

The following questions from the 2018 Customer Satisfaction Survey were analyzed for the service
equity analysis:

e Ql1: What is the bus route number that you are on? (Blank space for entering a number.)

e Demographics, Ethnicity: Which of the following most closely describes your ethnic
background? (1) Hispanic, (2) White/Caucasian, (3) African American/Black, (4) Asian/Southeast
Asian- please specify national origin or Asian ethnic group, (5) American Indian, (6) Pacific
Islander, (7) Middle Easterner, (8) other/please specify.

o Demographics, Household Size: Including yourself, how many people live in your household?
(Blank space for entering a number.)

e Demographics, Income: Which of the following categories best describes your total household
income in 2013, before taxes? (1) less than $10,000 per year, (2) $10,000 to $19,999, (3)
$20,000 to $29,999, (4) $30,000 to $39,999, (5) $40,000 to $49,999, (6) $50,000 to $74,999, (7)
$75,000 to $99,999 per year, (8) $100,000 or more per year.

All respondents who indicated a race/ethnicity other than Non-Hispanic White/Caucasian were
considered a minority for purposes of this analysis. If a respondent indicated more than one
race/ethnicity, they were considered a minority. Furthermore, if a respondent indicated “other,” they
were considered a minority. Records where the respondent did not answer the race/ethnicity question
were excluded from the disparate impact analysis, as their minority status could not be determined.?

FAX’s definition of low-income is any person whose median household income is at or below 150
percent of the federal poverty line. The federal poverty guidelines issued by the U.S. Department of
Health and Human Services were used as the basis for determining low-income status. See Table 2.
Utilizing the survey questions related to household income and number of persons per household, each
survey respondent was coded as low-income (below 150 percent of the poverty line) or non-low-income
(above 150 percent of the poverty line) according to Table 3, below. For ranges where a significant

1 |f these respondents did not answer the race/ethnicity question but did answer the questions related to
household size and income, they were still included in the disproportionate burden analysis. The FTA directs
recipients to analyze disparate impact and disproportionate burden separately.
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portion of the range fell below 150 percent poverty line, the entire range was classified as low-
income/”below” to ensure no low-income individuals were mistakenly classified as non-low-income.
Households with 13 or more members making more than $100,000 were considered low-income for the
same reason.

Table 2: 2018 Poverty Guidelines for the 48 Contiguous States and D.C.

Persons in Poverty 150 Percent of
Family/Household | Guideline | Poverty Guideline
1 $12,140 $18,210
2 $16,460 $24,690
3 $20,780 $31,170
4 $25,100 $37,650
5 $29,420 $44,130
6 $33,740 $50,610
7 $38,060 $57,090
8 $42,380 $63,570
9 $46,700 $70,050
10 $51,020 $76,530
11 $55,340 $83,010
12 $59,660 $89,480

Table 3: Low-Income Status by 2018 FAX Customer Satisfaction Survey Categories (Below or Above 150
Percent of Federal Poverty Guideline)

Reported Annual Household Income in 2018

Persons in | Less than | $10,000- | $20,000 - | $30,000 - | $40,000 - | $50,000 - | $75,000 - | $100,000
Household | $10,000 $19,999 | $29,999 | $39,999 | $49,999 | $74,999 | $99,999 | or More

1 Below Below Above Above Above Above Above Above
2 Below Below Below Above Above Above Above Above
3 Below Below Below Above Above Above Above Above
4 Below Below Below Below Above Above Above Above
5 Below Below Below Below Below Above Above Above
6 Below Below Below Below Below Above Above Above
7 Below Below Below Below Below Below Above Above
8 Below Below Below Below Below Below Above Above
9 Below Below Below Below Below Below Above Above
10 Below Below Below Below Below Below Above Above
11 Below Below Below Below Below Below Below Above
12 Below Below Below Below Below Below Below Above
13+ Below Below Below Below Below Below Below Below?

2 Only one survey record fell in this category. Even if the household has an income over 150 percent of the poverty
line, since the exact income is not known, the person was categorized as low-income to ensure no low-income
respondents were not counted.
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Major Service Change Analysis

The first step in determining if the proposed service changes would cause a disparate impact or
disproportionate burden is determining which proposed changes, if any, constitute a major service
change under Fresno’s policy. To do so, revenue miles and revenue hours were compared for each route
in the existing and proposed network. See Table 4. Routes with a 25 percent or greater change in
revenue miles or revenue hours from the existing network to the proposed network are considered
major service changes. For the Route 12 and Route 35 interline, the revenue hours and revenue miles of
each route were compared separately.

Table 4: Change in Revenue Hours and Revenue Miles, Existing and Proposed

Revenue Hours (Annual) Revenue Miles (Annual) -

Percent Percent
Existing | Proposed | Change Existing Proposed | Change
1 66,853 66,853 0% 765,759 765,759 0%
3 New 9,625 100% New 163,043 100% Yes
9 25,858 25,858 0% 329,046 329,046 0%
12/35
(Interline) 28,330 26,238 -7% 325,172 321,926 -1% No
20 14,740 19,151 30% 187,038 217,488 16% Yes
22 25,081 25,081 0% 300,197 300,197 0%
26 28,666 28,666 0% 339,693 339,693 0%
28 37,798 33,236 -12% 413,741 379,391 -8% No
32 25,843 25,843 0% 273,589 273,589 0%
33 7,379 7,379 0% 98,711 98,711 0%
34 35,455 35,455 0% 380,441 380,441 0%
38 41,084 41,084 0% 554,063 554,063 0%
39 13,690 13,690 0% 162,236 162,236 0%
41 27,535 27,535 0% 330,513 330,513 0%
45 13,711 15,908 16% 186,687 189,035 1% No
58 4,172 4,172 0% 65,164 65,164 0%
Affected 94,579 | 104,157 10% | 1,112,638 | 1,270,883 14%
System 396,195 | 405,774 2% | 4,712,052 | 4,870,295 3%

Of the five existing routes with proposed changes, only one, Route 20, qualifies as a major service
change due to a greater than 25 percent increase in revenue hours. Since Route 3 is new, it is considered
a 100 percent change in hours and miles and, thus, also a major service change.

Despite only two routes meeting the major service change threshold, this analysis includes all proposed
changes.
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Geographic/Population Analysis

This report summarizes two layers of analysis. The first layer considers the population living within %
mile of FAX system bus stops. There are two parts to this first layer of analysis. First, the percent of
minority and low-income populations along current routes with proposed changes are compared against
the system-wide percentages of minority and low-income populations. This identifies which routes are
considered “minority routes” or “low-income routes.” Typically, only minority and low-income routes
would be considered for further analysis. In this case, all routes will receive additional analysis. The
second step is to compare the difference in the minority share of population between the existing and
proposed route. If the difference is 20 percentage points greater than the difference for non-minorities,
this indicates a disparate impact. For example, say the demographic makeup of existing Route A is 78
percent minority and the makeup of proposed Route A is 50 percent minority. Minority population with
access to that route has decreased by 28 percentage points, while, conversely, non-minority access has
increased by 28 percentage points. This exceeds the 20 percent threshold for a disparate impact,
indicating some mitigation might be required. Results of this analysis are summarized in Table 5 and the
analysis was repeated for low-income populations, as shown in

| Exstmg |  Poposed |  Dpifference |

Total
Population Total Percentage
within % Percent Population Percent | Point Change | Disparate
mile Minority within % mile Minority Minority Impact
1 90,146 78% 90,146 78% 0% No
3 New Route 49,495 51% N/A Yes
9 66,028 61% 66,028 61% 0% No
12 (Interline) 37,177 80% 91,064 82% 2% No
20 65,031 75% 96,827 77% 2% No
22 106,364 75% 106,364 75% 0% No
26 95,323 74% 95,326 74% 0% No
28 80,524 73% 59,718 75% 3% No
32 69,264 78% 69,264 78% 0% No
33 47,619 90% 47,619 90% 0% No
34 82,517 76% 82,517 76% 0% No
35 (Interline) 55,248 83% 91,064 82% -2% No
38 104,106 78% 104,106 78% 0% No
39 59,763 80% 59,763 80% 0% No
41 101,073 82% 101,073 82% 0% No
45 100,973 60% 75,604 70% 10% No
58 25,309 46% 25,309 46% 0% No
System Total 474,113 73% 503,156 72% -1% No
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Table 6.

Table 5: Population within 1/2 Mile of FAX Stop by Minority Status, Existing and Proposed

| Bdsing |  Proposed |  Difference |

Total
Population Total Percentage
within % Percent Population Percent | Point Change | Disparate
mile Minority within % mile Minority Minority Impact
1 90,146 78% 90,146 78% 0% No
3 New Route 49,495 51% N/A Yes
9 66,028 61% 66,028 61% 0% No
12 (Interline) 37,177 80% 91,064 82% 2% No
20 65,031 75% 96,827 77% 2% No
22 106,364 75% 106,364 75% 0% No
26 95,323 74% 95,326 74% 0% No
28 80,524 73% 59,718 75% 3% No
32 69,264 78% 69,264 78% 0% No
33 47,619 90% 47,619 90% 0% No
34 82,517 76% 82,517 76% 0% No
35 (Interline) 55,248 83% 91,064 82% -2% No
38 104,106 78% 104,106 78% 0% No
39 59,763 80% 59,763 80% 0% No
41 101,073 82% 101,073 82% 0% No
45 100,973 60% 75,604 70% 10% No
58 25,309 46% 25,309 46% 0% No
System Total 474,113 73% 503,156 72% -1% No

Table 6: Population within % Mile of FAX Stop by Income Status, Existing and Proposed

| Exsng |  Proposed | Difference |

Total
Population Percent Total Percent Percentage
within % Low- Population Low- Point Change | Disparate
mile income within % mile Income Low-Income Impact
1 90,146 51% 90,146 51% 0% No
3 New Route 49,495 20% N/A Yes
9 66,028 40% 66,028 40% 0% No
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12 (Interline) 37,177 40% 91,064 50% 11% No
20 65,031 48% 96,827 45% -2% No
22 106,364 48% 106,364 48% 0% No
26 95,323 46% 95,326 46% 0% No
28 80,524 49% 59,718 49% 0% No
32 69,264 50% 69,264 50% 0% No
33 47,619 66% 47,619 66% 0% No
34 82,517 48% 82,517 48% 0% No
35 (Interline) 55,248 57% 91,064 50% -7% No
38 104,106 50% 104,106 50% 0% No
39 59,763 48% 59,763 48% 0% No
41 101,073 51% 101,073 51% 0% No
45 100,973 36% 75,604 42% 6% No
58 25,309 17% 25,309 17% 0% No
System Total 474,113 45% 503,156 43% -1% No
Route 28

The percentage of minority individuals living within % mile of Route 28 stops is equal to the system-wide
percentage, and there is only a small, positive change between the existing and proposed route,
suggesting that the small decrease in revenue hours and miles impacts non-minority populations more
than minority populations. In comparison to the 20% threshold, there is no disparate impact, and no
mitigation measures need to be considered.

The percentage of low-income individuals living within % mile of Route 28 is slightly higher than the
system-wide percentage, and there is no change in percentage of low-income individuals between the
existing and proposed route. As a result, there is no disproportionate burden, and no mitigation
measures need to be considered.

Route 45

The proportion of minority individuals living within % mile of Route 45 is significantly less than the
system-wide average, and the proposed changes suggest that the discontinued segments of the route
primarily served non-minority communities. The changes to Route 45 also represent an increase in
service, meaning the changes are a service improvement. As a result, there is no disparate impact, and
no mitigation measures need to be considered.

The percentage of low-income individuals living within % mile of Route 45 is below the system-wide
average, and the proposed changes increase that percentage, suggesting that the discontinued
segments of the route do not serve predominantly low-income communities. Service to the remaining
portion of the route, which has a greater proportion of low-income individuals, is increased. As a result,
there is no disproportionate burden, and no mitigation measures need to be considered.

Route 3

Route 3 is the only new route, and as such, is one of only two proposed changes to meet the major
service change threshold. Additionally, the percentage of minority individuals living within % mile of
proposed Route 3 stops is significantly smaller than that of the existing system-wide percentage. As the
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difference is greater than 20 percent, there is a potential disparate impact, and mitigation measures for
the disparate impact will be considered for Route 3.

The percentage of low-income individuals living within % mile of the proposed Route 3 stops is
significantly smaller than the existing system-wide percentage. As the difference is greater than 20
percent, the proposed addition therefore meets the disproportionate burden threshold. As a result,
mitigation measures for the potential disproportionate burden will be considered for Route 3.

Route 20

Route 20 is the other proposed change that meets the major service change threshold. The population
living within % mile of existing stops has a slightly higher percentage of minority individuals than the
system-wide average, and that percentage becomes higher under the proposed network. As a result,
and because the changes to Route 20 are a service improvement, there is no disparate impact, and no
mitigation measures need to be considered.

The percentage of low-income individuals living within % mile of Route 20 stops is slightly higher than
the system-wide average. The proposed changes lower that percentage slightly, but not by a significant
margin. As a result, there is no disproportionate burden, and no mitigation measures need to be
considered.

Route 12/35 Interline

The percentage of minority individuals living within % mile of both the existing Route 12 and Route 35 is
above the system-wide average. The proposed Route 12/35 interline largely follows the same route,
which is reflected in the results of this analysis, with the combined route showing a percentage of
minority individuals between that of the two existing routes. As a result, no mitigation measures need to
be considered.

The percentage of low-income individuals living within % mile is below the system-wide average. As with
the disparate impact findings, the combined route’s percentage of low-income individuals within % mile
of stops is between that of the two existing routes. As a result, no mitigation measures need to be
considered.

Ridership Analysis

The second layer of analysis considers FAX ridership based on the demographic information gathered
through the 2018 Customer Satisfaction Survey. To consider known FAX riders specifically, rather than
the population that merely could be using FAX due to geographic proximity, the most recent customer
satisfaction survey was also analyzed for impacts. Unfortunately, the demographics of ridership on
proposed routes cannot be known until changes are implemented, so the disparate impact and
disproportionate burden analysis cannot be completed with survey data. The purpose of considering this
data is to determine if there are any routes that were not identified as minority or low-income routes
based on population analysis but have above-average minority or low-income ridership (Part 1 of the
population analysis). Findings are summarized in Table 7.

Table 7: Minority and Low-Income Ridership Shares by Route, Compared to System Total

Percentage System Avg % | Percentage Low- | System Avg %
Minority Difference Income Difference

1 82% 0% 90% 2%
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9 75% -7% 80% -8%
12 No Responses

20 87% 5% 84% -5%
22 83% 2% 80% -8%
26 80% -1% 88% 0%
28 82% 0% 84% -4%
32 81% 0% 96% 8%
33 67% -15% 100% 12%
34 84% 3% 90% 2%
35 81% -1% 97% 9%
38 83% 2% 93% 4%
39 82% 0% 84% -4%
41 85% 3% 90% 1%
45 71% -11% 86% -2%
58 100% 18% 100% 12%
System-Wide 82% 88%

Route 28

Similar to the ACS analysis, the percentage of minority riders on Route 28 is equal to the percentage of
minority riders system-wide. The percentage of low-income riders is slightly lower on Route 28 than
system-wide, but not significantly so, and remains quite high overall. As a result, there is no disparate
impact or disproportionate burden, and no mitigation measures need to be considered.

Route 45

The percentage of minority riders on Route 45 is below the system-wide percentage, and the
percentage of low-income riders is slightly below. Although the changes to Route 45 are a service
improvement, the ACS analysis of the proposed changes indicates that the proposed changes better
serve minority and low-income individuals and, as a result, there is no disparate impact or
disproportionate burden, and no mitigation measures need to be considered.

Route 20

The percentage of minority riders on Route 20 is above average, while the percentage of low-income
riders is below average. The differences in both cases, however, are relatively small. As a result, there is
no disparate impact or disproportionate burden, and no mitigation measures need to be considered.

Route 12/35 Interline

The 2018 Customer Satisfaction Survey did not collect any data on Route 12 because that route was not
yet in existence at the time that the survey was conducted, so only Route 35 is reviewed. The
percentage of minority riders on Route 35 is slightly below average, while the percentage of low-income
riders is above the system-wide average, although by significantly less that the disproportionate burden
threshold. As a result, there is no disparate impact or disproportionate burden, and no mitigation
measures need to be considered.
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Mitigation Measures

No additional mitigation measures are necessary; the proposed changes, when examined in context, do
not suggest that the service changes as a whole cause a disparate impact or disproportionate burden.

Of the proposed changes, only Route 3 was found to have potential disparate impacts and
disproportionate burdens; it is an increase in service that disproportionately benefits non-minority and
non-low-income individuals. However, the results from the analyses suggest that the other proposed
changes already mitigate the impact of the new Route 3, and that no additional mitigation measures are
necessary.

The difference in percent of minority and low-income individuals between the existing and proposed
networks overall is very small. While Route 3 does increase service in areas with lower than average
minority and low-income individual percentages, the changes to Route 45 reduce service in those same
areas and improve service on portions of the route with greater percentages of minority and low-
income individuals. The difference between the service improvements of Route 3 and service reductions
and improvements of Route 45, when combined with the other small increases in minority and low-
income individual percentages on other routes, largely cancel out.

The Route 12/35 interline, for example, significantly increases the area accessible without a transfer for
the predominately minority communities along both routes. Additionally, Route 3 provides access to a
number of medical facilities along Herndon Avenue, along with job access to two regional shopping
centers. Responses from the survey conducted as part of the public outreach for this project indicate
that service to these facilities had the highest support of all potential service additions amongst minority
and low-income riders, suggesting that minority and low-income riders see Route 3 as providing a
valuable service. As a result, the addition of Route 3, when incorporated into the broader system
context, does not cause a disparate impact or disproportionate burden, and no further mitigation
measures are necessary.

Next Steps

This report will be presented to City Council. Originally, the intent was to implement these changes in
two phases: Fall 2020 and Winter/Spring 2021. However, the impact of the COVID-19 pandemic has
altered the implementation schedule; the proposed changes are expected to be postponed until after
the nation’s pandemic situation has stabilized. Pending no additional major changes to the FAX network
between the time that the analysis was conducted and the changes are made, the analysis presented in
this report will remain valid.
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APPENDIX A

Summary of Proposed Changes
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Summary of Proposed Service Changes

FAX is continually evaluating its service to improve efficiency and optimize resources. After reviewing
service since the Faster FAX network update, and with the availability of additional funding
opportunities, FAX has proposed changes to five routes and the creation of a new Route 3, to be
implemented in two phases, as funding becomes available. Table 1 summarizes the proposed service
changes and implementation schedule, followed by route-by-route details.

Table 1: Summary of Proposed Service Changes

Route 28

Route 45

New Route “3”

Route 20

Route 12/35
Interline

Route 28

Description of
Revised Service

Origin and Destination of Revised
Service

Proposed Start
Date

Dakota Crosstown From West Fresno via Manchester August 2020
Transit Center to relocated County of
Fresno Department of Social Services
(DSS) campus at Dakota and Peach at
20 minute frequencies
Ashlan Crosstown From Central High School to Shields August 2020
and Fowler at 45 minute frequencies
Herndon Crosstown | From El Paseo shopping center to August 2020
Willow and Herndon at 60 minute
frequencies
El Paseo Shopping From El Paseo shopping center to January 2021
Center/ McKinley Fresno Yosemite International Airport
Crosstown at 45 minute frequencies
Merge Olive Connecting Routes 12 and 35 at 30 January 2021

Avenue (Route 35)
and Inspiration
Park (Route 12)

minute frequencies

The current Route 28 serves West Fresno, Courthouse Park in Downtown, the Manchester Center, and
travels briefly along Dakota Avenue before serving Fresno State University via First and Shaw. Proposed
Route 28 retains the southern portion of the current alignment, but extends the segment on the Dakota
Avenue corridor, serving the consolidated Fresno County Department of Social Services (DSS) office,
scheduled to open in Fall 2020. The proposed route will maintain the existing route’s 20-minute
frequency. This change is slated for implementation in Phase 1 (August 2020). The current and proposed
alignments are shown in Figure 1 and Figure 2, respectively.
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Figure 1: Current Route 28 Alignment

Figure 2: Proposed Route 28 Alignment

Route 45

The current Route 45 begins at Fowler and Shields, travels north to Ashlan Avenue, turns south at
Blackstone Avenue to briefly serve McKinley Avenue before following Fruit Avenue north to Herndon,
which it follows to Milburn. See Figure 3. Instead of deviating south before turning north, the proposed
route simply follows Ashlan Avenue to Central High School — East Campus. See Figure 4. The new route
improves frequencies from 60 minutes to 45 minutes. The Route 45 change is part of the first phase of
the proposed changes, anticipated for implementation in August 2020.
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Figure 3: Current Route 45 Alignment

Figure 4: Proposed Route 45 Alignment

New Route 3

The new Route 3 will serve Herndon Avenue from the El Paseo Shopping Center to Willow Avenue,
including the section of Herndon Avenue currently served by Route 45. See Figure 5. The route will run
at 60-minute frequency and is part of the first phase of proposed changes, anticipated for
implementation in August 2020.
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Figure 5: New Route 3 Alignment

Route 20

The central portion of Route 20 will stay the same under the proposed changes. However, instead of
following Blackstone Avenue south to Downtown Fresno, the proposed Route 20 will continue east
along McKinley Avenue to the Fresno Yosemite International Airport. On the other end of the route,
Route 20 will follow Shaw Avenue to Brawley Avenue, before traveling along Bullard to Herndon
Avenue, where it will connect with the new Route 3. See Figure 6 and Figure 7. The Route 20 change is
part of the second phase of the proposed changes, anticipated for implementation in January 2021.
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Figure 6: Current Route 20 Alignment

Figure 7: Proposed Route 20 Alignment
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Route 12/35 Interline

The proposed change affecting Route 12 and Route 35 is interlining the two routes to optimize schedule
efficiency. To support this change, Route 12 will no longer terminate with a turnaround loop at Shields
Avenue, Clinton Avenue, and Blythe Avenue, instead continuing further east onto McKinley Avenue and
connecting with the existing Route 35 at Marks Avenue. See Figure 8. The proposed Route 12/35
interline is part of the second phase of the proposed changes, anticipated for implementation in January
2021.

Figure 8: Proposed Route 12/35 Interline
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APPENDIX B
2020 Rider Survey, English and Spanish
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To complete this survey online, go to: 6. FAX has limited resources and must choose between service
www.fresno.gov/faxoutreach improvements. In order to add the bus services, how do you feel about
the following:

Fresno Area Express (FAX) is considering making changes to several bus routes No
over the next two years. We have limited resources and may need to consider Strongly 3%'2',?? Strongly
various trade-offs. Therefore, we want to hear directly from our passengers. Support Support know Oppose  Oppose
Please fill out this questionnaire and enter to win a $100 gift card! a. Removing some existing 5 4 3 2 1
] o bus service so that other
TRANSIT PASSENGER SURVEY. Please check, circle, or write in your answers. bus service can be
(El cuestionario en espafiol se encuentra en la parte posterior.) provided?
1. What route are you currently riding or did you last ride? b.. Removing some bus > 4 3 2 1
service in areas served
2. In an average week, how many times do you ride the bus? by more than one route?
21 2 3 4 s s a7 c. Potentially requiring 5 4 3 2 1
3. How often do you transfer among FAX buses? transfers to reach more
[1 Never [] Sometimes [ Always glea;\cli?j El;rifgrt]ztgm
4. How would you feel about adding new bus service... 7. If you had to choose, what would you prefer? (pick one)
0 [0 Service to more places across [  Service to fewer places across the
o o o the city, with less frequent bus city, with more frequent bus
D0 D0 0 ODBDOSE OpDOSE service and more transfers? service and less transfers?
a. To Central High School (East)? 5 4 3 2 1 8. What is the primary language you speak at home?
b. To the Fresno Yosemite 5 4 3 2 1 [ English [ Spanish [] Hmong [ Other:
International Airport? 9. Which do you consider yourself?
Cc. To the Amazon and Ulta 5 4 3 2 1 [] African American/Black [ Asian
Distribution Centers? ] white [J Native American/Indian
d. To the El Paseo Shopping 5 4 3 2 1 ] Hispanic [] Other:
Center? 10. Whatis your approximate annual household income?
e. To medical facilities on Herndon 5 4 3 2 1 [ Less than $10,000 per year [] $35,000 to $49,999 per year
Avenue? ] $10,000 to $19,999 per year ] $50,000 to $99,999 per year
f. To Clovis Community College? 5 4 3 2 1 [1 $20,000 to $29,999 per year [1 $100,000 or more
g. Along the Fig Garden Loop? 5 4 3 2 1 ] $30,000 to $34,999 per year [1 Don't know/prefer not to say
5. In what other areas do you feel new bus service should be considered? 11. Whatis your residential zip code?
12 What is your approximate age?

Thank you for your feedback!
If you would like to enter a drawing to win a $100 gift card to Target or Walmart, please make sure that you have filled out ALL of the questions on this survey and the information
below so that we can contact you if you win. FAX will highlight the winners in an upcoming FAX newsletter.

Please return your questionnaire no later than March 6, 2020 by giving it to a
Namg: FAX staff member or mailing it to the FAX office at: To complete this E.’iﬁ@
E-Mail Address: FAX administration survey online, -
Phone Number: Attention: Surveys scan the OR code: :
Today’s Date: 2223 G Street E

Fresno, CA 93706
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Para completar esta encuesta en linea, vaya a: 6

www.fresno.gov/faxoutreach

Fresno Area Express (FAX) esta considerando realizar cambios en varias rutas de autobuses en
los proximos dos afios. Tenemos recursos limitados y es posible que necesitemos considerar

varias opciones. Por lo tanto, queremos saber directamente de nuestros pasajeros. jComplete
este cuestionario y devuelvalo para ganar unatarjeta de regalo de $ 100!

ENCUESTA DE PASAJEROS DE TRANSITO. Por favor marque, circule o escriba sus respuestas.
(This questionnaire in English is on the other side.)

FAX tiene recursos limitados y debe elegir entre mejoras de servicio. Para agregar
los posibles servicios de autobls enumerados anteriormente, ¢c6mo se sentiria
acercade ...

Lo No Lo
apoyaria tengo

opondria
opinién Lo fuerte-
/no sé opondria mente

fuerte- Lo
mente apoyaria

a. ¢Eliminar algan servicio 5 4 3 2 1
de autobus existente para
que se pueda
proporcionar otro servicio
de autobus?

¢En qué ruta esta actualmente viajando o en que ruta viajé mas

b. ¢Eliminar algan servicio 5 4 3 2 1
de autobus existente en

1. ) . . .
recientemente? areas servidas por mas de
una ruta?
2. Enunasemanapromedio, ¢cuantos dias viaja en el autobus? C. ¢ Potencialmente 5 4 3 2 1

O1 O2 O3 Oa Os Oes Oz

3. ¢Con quéfrecuencia se transfiere entre los autobuses de FAX?

requiriendo traslados para
llegar a mas lugares que
actualmente no reciben
servicios de transito?

[ Nunca O A veces O siempre
4.  ¢Qué le pareceria agregar nuevo servicios de autobUs ... 7. Si tuviera que elegir, ¢qué preferiria? (Elegir uno)
o 0 0 O servicio a mas lugares de la O servicio a menos lugares en la ciudad,
apoyaria engo opondria ciudad, con un servicio de autobus con un servicio de autobus mas
erte 0 opinio 0 erte menos frecuente, y con mas frecuente y con menos traslados.
a e apoyaria 0 e opondria e e traS|adOS
a. ¢A*“Central High School” (Este)? 5 4 3 2 1 8. ¢Cual es el idioma principal que habla en casa?
b. Al aeropuerto internacional Fresno 5 4 3 ) 1 O Inglés O Espariol O Hmong [ Oftro:
Yosemite? 9. ¢Cudl se considera a si mismo?
Cc. ¢Alos centros de distribuciéon de 5 4 3 2 1 [ Afroamericano/Negro O Asiatico
Amazon y Ulta? O Blanco O Indio nativo americano
d. ¢Al centro comercial El Paseo? 5 4 3 2 1 [ Hispano O otro:_
¢A las instalaciones médicas en 5 4 3 2 10. ¢, Cudl es su ingreso familiar anual aproximado?
Herndon Avenue? [ Menos de $10,000 por afio [ $35,000 a $49,999 por afio
f. ¢ A Clovis Community College? 5 4 3 2 1 [ $10,000 a $19,999 por afio [J $50,000 a $99,999 por afio
. [ $20,000 a $29,999 por afio O $100,000 o0 mas
9. ¢Alolargo de Fig Garden loop? 5 4 3 2 ! [ $30,000 a $34,999 por afio [ No sé / prefiero no decir
5. ¢En qué otras areas cree que deberia considerarse un nuevo servicio de 11. ¢, Cudl es su codigo postal residencial?
autobus? 12 ¢Cuantos afios tiene?

Gracias por sus respuestas.

Si desea participar en un sorteo para ganar una tarjeta de regalo de $ 100 para Target o Walmart, asegurese de haber completado TODAS las preguntas de esta encuesta. FAX

destacard a los ganadores en un proximo boletin de FAX.

Nombre:

Correo electrénico:

Numero de teléfono:

Fecha:

Devuelva su cuestionario a mas tardar el 6 de marzo de 2020 entregandolo a
un miembro del personal de FAX o enviandolo por correo a la oficina de FAX a:
Administracion de FAX
Atencioén: Encuesta
2223 G Street
Fresno, CA 93706

Para completar

esta encuesta en

5
linea, escanee el

codigo QR: E

Pl
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Analysis of 2020 Rider Survey for Title VI Service Equity Analysis

FAX has proposed service changes designed to fully optimize the transit network. To better understand
public opinion of the proposed changes, FAX designed and executed a survey, collecting results from
mid-February through early March 2020. The survey’s function was to get a general sense of public
opinion; the results were not validated for statistical significance.

For any major service change, the Federal Transit Administration (FTA) requires FAX to complete a Title VI
equity analysis to determine if the proposed changes create a disparate impact or disproportionate
burden for minority or low-income populations, respectively. The Title VI equity analysis for the service
changes is based primarily on the 2018 Customer Satisfaction survey, but a summary of public outreach
efforts and findings will be included in the report.

TMD completed high-level analysis of the outreach survey results, comparing minority responses to non-
minority responses and low-income responses to non-low-income responses to determine if there were
trends in support that correlated to minority or income status. The findings are summarized here.

Methodology

Each survey response was categorized as minority or non-minority based on the response to Question 9
of the survey (see below).

9. Which do you consider yourself?
[] African American/Black [ Asian
] White ] Native American/Indian
[ Hispanic [ other:

Responses that indicated African American/Black, Asian, Native American/Indian, Hispanic, or Other were
classified as minority. Responses that indicated White were classified as non-minority. Respondents who
did not answer Question 9 were not included in the minority/non-minority analysis and were not included
in the totals for this analysis.

Survey responses were categorized as low-income or non-low-income based on Question 10 of the survey
(see below).

10. What is your approximate annual household income?
[] Less than $10,000 per year [1 $35,000 to $49,999 per year
[] $10,000 to $19,999 per year [1 $50,000 to $99,999 per year
[1 $20,000 to $29,999 per year [] $100,000 or more
] $30,000 to $34,999 per year [1 Don’'t know/prefer not to say

Fresno classifies households earning below 150% of the federal poverty line as low-income. The survey
did not collect information on household size, so the average household size for the City of Fresno,
approximately 3 people, was applied to each income bracket to determine which are considered low-
income. Responses indicating an income of $34,999 or less were classified as low-income, while responses
indicating an income of $35,000 or more were classified as non-low-income. Responses of “don’t
know/prefer not to say” were not included in the low-income analysis.
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Once each survey response was coded as minority or non-minority and low-income or non-low-income,
two survey questions were analyzed: Question 4 and Question 6 (see below).

4. How would you feel about adding new bus service...

No
opinion /
Strongly don't Strongly
Support Support know Oppose Oppose
a. To Central High School (East)? 5 4 3 2 1
b.  To the Fresno Yosemite International 5 4 3 2 1
Airport?
C. Tothe Amazon and Ulta Distribution 5 4 3 2 1
Centers?
d . 5 4 3 2 1
To the El Paseo Shopping Center?
e. To medical facilities on Herndon 5 4 3 2 1
Avenue?
. To Clovis Community College? 5 4 3 2 1
g. Along the Fig Garden Loop? 5 4 3 2 1
6. FAX has limited resources and must choose between service improvements. In order to add the

bus services, how do you feel about the following:

No opinion

Strongly /don't Strongly
Support Support know Oppose Oppose

a. Removing some existing bus 5 4 3 2 1
service so that other bus service
can be provided?

b. Removing some bus service in 5 4 3 2 1
areas served by more than one
route?

C. Potentially requiring transfers to 5 4 3 2 1

reach more places currently not
served by transit?

Strongly Support and Support responses were grouped for each question, as were Oppose and Strongly
Oppose. Then, responses were aggregated for minority and non-minority and low-income and non-low-
income categories for comparative analysis.
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Results: Minority/Non-Minority

Totals and percentages for each proposed change and tradeoff are summarized for minority respondents
in Table 1 and non-minority respondents in Table 2. A comparison of minority and non-minority responses

is provided in Table 3.

Table 1: Opinion on Service Changes, Minority Respondents

Minority
. rt or r N ini
Question Str::gll;oSu:port Strt?r:)gpls sgp:ose Igo(r):’)t I(l:::\: "
4a: Central High School 472 77.3% 27 4.4% 112 18.3%
4b: Airport 490 80.2% 29 4.7% 92 15.1%
4c: Amazon/Ulta 466 76.3% 28 4.6% 117 19.1%
4d: El Paseo Shopping Ctr 481 78.7% 42 6.9% 88 14.4%
4e: Herndon medical facilities 521 85.3% 34 5.6% 56 9.2%
4f: Clovis Community College 492 80.5% 36 5.9% 83 13.6%
4g: Fig Garden Loop 481 78.7% 30 4.9% 100 16.4%
6a: Service Reductions 267 43.7% 159 26.0% 185 30.3%
6b: Eliminating Duplication 306 50.1% 138 22.6% 167 27.3%
6c: Transfers 435 71.2% 50 8.2% 126 20.6%

Table 2: Opinion on Service Changes, Non-Minority Respondents

Non-Minority
. rt or r N ini
Question Str::gll;oSu:port Strt?r:)gpls sgp:ose I:(;.o(r):’)tI r:::\: "
4a: Central High School 154 65.8% 11 4.7% 69 29.5%
4b: Airport 176 75.2% 8 3.4% 50 21.4%
4c: Amazon/Ulta 165 70.5% 3.4% 61 26.1%
4d: El Paseo Shopping Ctr 152 65.0% 34 14.5% 48 20.5%
4e: Herndon medical facilities 167 71.4% 18 7.7% 49 20.9%
4f: Clovis Community College 175 74.8% 11 4.7% 48 20.5%
4g: Fig Garden Loop 173 73.9% 16 6.8% 45 19.2%
6a: Service Reductions 114 48.7% 55 23.5% 65 27.8%
6b: Eliminating Duplication 148 63.2% 33 14.1% 53 22.6%
6c: Transfers 175 74.8% 13 5.6% 46 19.7%
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Table 3: Comparison of Minority and Non-Minority Support of Service Changes

Support or Oppose or No Opinion or
Strongly Support Strongly Oppose Don’t Know
Question
Minority l.\lonj Minority l.\lonj Minority l'\lonj

% Minority % Minority % Minority

% % %
4a: Central High School 77.3% 65.8% 4.4% 4.7% 18.3% 29.5%
4b: Airport 80.2% 75.2% 4.7% 3.4% 15.1% 21.4%
4c: Amazon/Ulta 76.3% 70.5% 4.6% 3.4% 19.1% 26.1%
4d: El Paseo Shopping Ctr 78.7% 65.0% 6.9% 14.5% 14.4% 20.5%
4e: Herndon medical facilities 85.3% 71.4% 5.6% 7.7% 9.2% 20.9%
4f: Clovis Community College 80.5% 74.8% 5.9% 4.7% 13.6% 20.5%
4g: Fig Garden Loop 78.7% 73.9% 4.9% 6.8% 16.4% 19.2%
6a: Service Reductions 43.7% 48.7% 26.0% 23.5% 30.3% 27.8%
6b: Eliminating Duplication 50.1% 63.2% 22.6% 14.1% 27.3% 22.6%
6c: Transfers 71.2% 74.8% 8.2% 5.6% 20.6% 19.7%

Results: Low-Income/Non-Low-Income

The analysis was repeated based on income status categories (low-income and non-low-income). Low-
income responses are aggregated in Table 4 and non-low-income responses in Table 5. A comparison of
low-income and non-low-income responses is provided in Table 6.

Table 4: Opinion on Service Changes, Low-Income Respondents

Low-Income
. rt or r N ini
Question Str::gll;oSu:port Strt?r:)gpls sgp:ose Igo(r):’)t I(l:::\: "
4a: Central High School 457 74.8% 26 4.3% 128 20.9%
4b: Airport 492 80.5% 25 4.1% 94 15.4%
4c: Amazon/Ulta 476 77.9% 23 3.8% 112 18.3%
4d: El Paseo Shopping Ctr 466 76.3% 49 8.0% 96 15.7%
4e: Herndon medical facilities 510 83.5% 36 5.9% 65 10.6%
4f: Clovis Community College 481 78.7% 30 4.9% 100 16.4%
4g: Fig Garden Loop 483 79.1% 27 4.4% 101 16.5%
6a: Service Reductions 284 46.5% 156 25.5% 171 28.0%
6b: Eliminating Duplication 329 53.8% 124 20.3% 158 25.9%
6c: Transfers 444 72.7% 40 6.5% 127 20.8%
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Table 5: Opinion on Service Changes, Non-Low-Income Respondents

Non-Low-Income

Question Support or Oppose or No Opinion or
Strongly Support Strongly Oppose Don’t Know
4a: Central High School 47 61.8% 4 5.3% 25 32.9%
4b: Airport 61 80.3% 3 3.9% 12 15.8%
4c: Amazon/Ulta 56 73.7% 1 1.3% 19 25.0%
4d: El Paseo Shopping Ctr 58 76.3% 4 5.3% 14 18.4%
4e: Herndon medical facilities 69 90.8% 0 0.0% 7 9.2%
4f: Clovis Community College 67 88.2% 2 2.6% 9.2%
4g: Fig Garden Loop 55 72.4% 5 6.6% 16 21.1%
6a: Service Reductions 34 44.7% 23 30.3% 19 25.0%
6b: Eliminating Duplication 49 64.5% 11 14.5% 16 21.1%
6c: Transfers 55 72.4% 7 9.2% 14 18.4%

Table 6: Comparison of Low-Income and Non-Low-Income Support of Service Changes

Support or Oppose or No Opinion or
Strongly Support Strongly Oppose Don’t Know
Question Low- Low- Non- Low- Non-
Income Non-Low- Income Low- Income Low-
% Income % % Income % Income
% %
4a: Central High School 74.8% 61.8% 4.3% 5.3% 20.9% 32.9%
4b: Airport 80.5% 80.3% 4.1% 3.9% 15.4% 15.8%
4c: Amazon/Ulta 77.9% 73.7% 3.8% 1.3% 18.3% 25.0%
4d: El Paseo Shopping Ctr 76.3% 76.3% 8.0% 5.3% 15.7% 18.4%
4e: Herndon medical facilities 83.5% 90.8% 5.9% 0.0% 10.6% 9.2%
4f: Clovis Community College 78.7% 88.2% 4.9% 2.6% 16.4% 9.2%
4g: Fig Garden Loop 79.1% 72.4% 4.4% 6.6% 16.5% 21.1%
6a: Service Reductions 46.5% 44.7% 25.5% 30.3% 28.0% 25.0%
6b: Eliminating Duplication 53.8% 64.5% 20.3% 14.5% 25.9% 21.1%
6c¢: Transfers 72.7% 72.4% 6.5% 9.2% 20.8% 18.4%
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Findings

Across the board, survey respondents were generally highly supportive of the proposed service changes
listed in Question 4. Since Question 6 did not force respondents to choose or prioritize an option for re-
allocating resources, some survey respondents may have indicated they were not supportive of any of
these choices while still supporting the proposed service improvements. Across all groups, however, the
results indicate willingness to make tradeoffs for the service additions.

Minority riders were more likely than non-minority riders to support adding new bus service to the
locations listed in Question 4. Non-minority riders were more likely to respond “No Opinion/Don’t
Know” for these additional service locations. Minority riders were generally less likely to support the
resource tradeoffs in Question 6. The resource tradeoff with the greatest gap in support between
minority and non-minority riders was eliminating duplicative routes (6b), with minority riders expressing
less support for eliminating such services.

Low-income riders were more supportive of additional service to Central High School (East) than non-
low-income riders and less supportive of adding service to medical facilities on Herndon Avenue or to
Clovis Community College, compared to non-low-income riders. Each of the seven proposed service
additions still garnered majority support among low-income riders. Similar to the findings in the
minority analysis, 6b (eliminating duplicate services) was the tradeoff option with the greatest gap in
support between low-income and non-low-income riders, with low-income riders expressing less
support for eliminating duplicative services.

Overall, there were no significant differences in support between minority and non-minority riders and
between low-income and non-low-income riders. There is no evidence from this survey that the
proposed changes are unwelcome by Title VI populations or that the survey respondents perceive these
changes to generate a disparate impact or disproportionate burden.
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APPENDIX E
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Disparate Impact Full Table

Existing Proposed Difference
. . Non- Non- . . Non- Non- .
oo T::tlion Minority | Minority Minority | Minority oo TS::tlion Mls::rlty Mln;rlty Minority | Minority D;::)aar::e
P Pop % P P ° Pop % P
1 90,146 70,010 78% 20,136 22% 90,146 70,010 78% 20,136 22% 0% 0% No
3 New Route 49,495 25,120 51% 24,375 49% N/A N/A Yes
9 66,028 40,152 61% 25,876 39% 66,028 40,152 61% 25,876 39% 0% 0% No
12. 37,177 29,661 80% 7,516 20% 91,064 74,433 82% 16,631 18% 2% -2% No
(Interline)
20 65,031 48,529 75% 16,502 25% 96,827 74,330 77% 22,497 23% 2% -2% No
22 106,364 79,699 75% 26,665 25% 106,364 79,699 75% 26,665 25% 0% 0% No
26 95,323 70,641 74% 24,682 26% 95,326 70,642 74% 24,684 26% 0% 0% No
28 80,524 58,428 73% 22,096 27% 59,718 44,986 75% 14,732 25% 3% -3% No
32 69,264 54,163 78% 15,101 22% 69,264 54,163 78% 15,101 22% 0% 0% No
33 47,619 42,657 90% 4,962 10% 47,619 42,657 90% 4,962 10% 0% 0% No
34 82,517 62,554 76% 19,963 24% 82,517 62,554 76% 19,963 24% 0% 0% No
35. 55,248 46,045 83% 9,204 17% 91,064 74,433 82% 16,631 18% 2% 2% No
(Interline)
38 104,106 81,669 78% 22,437 22% 104,106 81,669 78% 22,437 22% 0% 0% No
39 59,763 47,671 80% 12,092 20% 59,763 47,671 80% 12,092 20% 0% 0% No
41 101,073 82,817 82% 18,257 18% 101,073 82,817 82% 18,257 18% 0% 0% No
45 100,973 60,712 60% 40,261 40% 75,604 53,121 70% 22,482 30% 10% -10% No
58 25,309 11,578 46% 13,731 54% 25,309 11,578 46% 13,731 54% 0% 0% No
S¥Ztt:" 474,113 | 345,052 73% | 129,062 | 27% 503,156 | 36,2775 | 72% 140,381 |  28% 1% 1% No
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Disproportionate Burden Full Table

Existing Proposed Difference
Non- Non- Non- Non- Non-
Low- Low- Low- Low . .
Low- Low- Total Low-Income Low- Low- Low- Disproportionate
Total Pop Income | Income . Income Income
Pop % Income | Income | Population Pop % Income | Income % Income Burden
Pop % ] ) % %
1 90,146 45,649 51% 44,496 49% 90,146 45,649 51% 44,496 49% 0% 0% No
3 New Route 49,495 9,909 20% 39,586 80% N/A N/A Yes
9 66,028 26,243 40% 39,785 60% 66,028 26,243 40% 39,785 60% 0% 0% No
12
(Interline) 37,177 14,718 40% 22,459 60% 91,064 45,728 50% 45,335 50% 11% -11% No
20 65,031 30,987 48% 34,044 52% 96,827 43,940 45% 52,887 55% -2% 2% No
22 106,364 51,160 48% 55,204 52% 106,364 51,160 48% 55,204 52% 0% 0% No
26 95,323 44,125 46% 51,198 54% 95,326 44,126 46% 51,201 54% 0% 0% No
28 80,524 39,119 49% 41,405 51% 59,718 29,264 49% 30,454 51% 0% 0% No
32 69,264 34,701 50% 34,563 50% 69,264 34,701 50% 34,563 50% 0% 0% No
33 47,619 31,631 66% 15,988 34% 47,619 31,631 66% 15,988 34% 0% 0% No
34 82,517 39,847 48% 42,670 52% 82,517 39,847 48% 42,670 52% 0% 0% No
(in t::ine) 55,248 31,340 57% 23,908 43% 91,064 45,728 50% 45,335 50% -7% 7% No
38 104,106 51,661 50% 52,445 50% 104,106 51,661 50% 52,445 50% 0% 0% No
39 59,763 28,531 48% 31,232 52% 59,763 28,531 48% 31,232 52% 0% 0% No
41 101,073 51,389 51% 49,684 49% 101,073 51,389 51% 49,684 49% 0% 0% No
45 100,973 36,668 36% 64,306 64% 75,604 32,091 42% 43,513 58% 6% -6% No
58 25,309 4,284 17% 21,024 83% 25,309 4,284 17% 21,024 83% 0% 0% No
S¥Ztt‘:" 474,113 | 211,775 | 45% | 262,338 | 55% 503,156 218,458 | 43% | 284,698 | 57% | -1% 1% No
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Overview

In compliance with Title VI of the Civil Rights Act of 1964, the Federal Transit Administration (FTA) requires
all transit agencies that receive federal funding to monitor the performance of their systems, ensuring
services are made available and/or distributed equitably. One component of ensuring compliance is
performing an equity analysis for all fare changes and any major service changes to determine its impact
on minority (race, color, or national origin) and low-income populations.

Fresno Area Express (FAX) is the primary fixed-route transit operator in Fresno and is operated and
administered by the City of Fresno, California. FAX has proposed a fare change, reducing the cost of a base
fare from $1.25 to $1.00. Passes and Reduced Fares are also proposed to be reduced by a similar amount
on both fixed route service and Handy Ride, FAX’s paratransit service. FAX is also considering removing
restrictions from its transfer policy.

This Title VI analysis will:

e Evaluate how the proposed fare changes may impact low-income and minority populations, and
e Identify strategies to avoid, minimize, or mitigate any disproportionate burdens, disparate
impacts, or any potentially negative outcomes.

Relevant Policies

This fare equity analysis was completed in accordance with FTA regulations outlined in FTA Circular
4702.1B, “Title VI Requirements and Guidelines for Federal Transit Administration Recipients.” The
circular requires this analysis to ensure or minimize any disparate impact on minority populations or
disproportionate burden on low-income populations.

Disparate Impact Definition

Refers to a facially neutral policy or practice that disproportionately affects members of a group
identified by race, color, or national origin, where the recipient’s policy or practice lacks a
substantial legitimate justification and where there exists one or more alternatives that would
serve the same legitimate objectives but with less disproportionate effect on the basis of race,
color, or national origin. (FTA C 4702.1B, Chap. I-2)

Disproportionate Burden Definition

Refers to a neutral policy or practice that disproportionately affects low-income populations more
than non-low-income populations. A finding of disproportionate burden requires the recipient to
evaluate alternatives and mitigate burdens where practicable. (FTA C 4702.1B, Chap. I-2)

The circular requires that there be a fare equity analysis completed for any change in fares or in fare
media. Each transit agency is responsible for establishing what differential is considered a disparate
impact or disproportionate burden.

Disparate Impact Policy

A disparate impact exists if a major service change, fare change, or fare media change requires a
minority population to bear adverse effects by 20 percent or more than the adverse effects borne
by the general population in the affected area.
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Disproportionate Burden Policy

A disproportionate burden exists if a major service change, fare change, or fare media change
requires a low-income population to bear adverse effects by 20 percent or more than the adverse
effects borne by the general population in the affected area.

FAX's Title VI Program was adopted in 2019. FAX has also recently completed three other Title VI analyses,
one for the Faster FAX network in 2016, one for a proposed smart card in 2018, and one for a series of
service changes in 2020. This Title VI analysis will apply Title VI policies in a manner consistent with these
earlier analyses.

Existing Conditions

Due to the COVID-19 pandemic FAX temporarily suspended the collection of fares for six months between
March 1 and August 31, 2021. The fare structure prior to the suspension in fares is detailed in Table 1.

Table 1: Existing Fare Structure

Fixed-Route Buses

Fare ‘ Price
Base Fare $1.25
Reduced Fare* S0.60
Children Under 6 Free
10 Ride Card S11.25
10 Ride Card - Reduced Fare* $6.00
31-Day Pass $48.00
31-Day Pass - Reduced Fare * $24.00
Transfers Free**

Handy Ride

Fare ‘ Price
Base Fare (single ride) $1.50
Monthly Pass $48.00

* Reduced fare is available to seniors 65 and older with a valid ID, Medicare cardholders, and persons with disabilities
with a valid ID.

** Transfers must be requested at time of purchase, permit up to 2 transfers, and are valid for 90 minutes.

Base Fares and Reduced Fares can be paid on the bus in cash or bought in advance as 1 Ride Cards for the
same price. Up to two free transfers are included with a single paid fare (on any fare media), allowing
passengers to utilize up to three buses/routes to complete their one-way trip. Transfers can only be made
where routes intersect and are not valid for layovers or return trips. Transfers should be requested at the
time of boarding and are valid for 90 minutes from the time issued.

Proposed Changes

FAX is proposing to reduce fares across all fare types. The proposed fare structure is detailed in Table 2.
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Table 2: Proposed Fare Structure

Fixed-Route Buses

Fare ‘ Price Percent
Change
Base Fare $1.00 -20%
Reduced Fare* $0.50 -17%
Children Under 6 Free 0%
Children 7-12 Free -100%
Military and Veterans, with valid ID Free -100%
10 Ride Card $9.00 -20%
10 Ride Card - Reduced Fare* $4.50 -25%
31-Day Pass $36.00 -25%
31-Day Pass - Reduced Fare* $18.00 -25%
Transfers Free** 0%
Handy Ride
. Percent
Fare ‘ Price Change
Base Fare (single ride) $1.25 -17%
Monthly Pass $36.00 -25%

* Reduced fare is available to seniors 65 and older with a valid ID, Medicare cardholders, and persons with disabilities
with a valid ID.

** Transfers must be requested at time of purchase, and permit unlimited transfers for up to 90 minutes.

The proposed fare changes bring base and reduced fares better in line, so that all reduced fare prices,
regardless of pass type, is half the cost of the equivalent base fare, and establish new categories for free
rides, including for children between 7 and 12 years old and for veterans and active members of the
military.

Fare Equity Analysis

At its core, a fare equity analysis demonstrates that a transit agency has considered the consequences of
a proposed policy that is facially neutral but may result in a disparate impact on minority riders or a
disproportionate burden for low-income riders. The FTA’s recommended methodology for performing a
fare equity analysis begins with determining the number and percent of users of each fare type and
evaluating the differences between minority users and non-minority users and low-income and non-low-
income users. Next, the analysis should evaluate the impacts of the proposed changes to determine if
there is a disparate impact or disproportionate burden. Finally, alternatives must be evaluated, and
mitigation strategies offered to prevent or mitigate any potential burden.

Whereas either population (from the U.S. Census) or ridership data can be used for a service equity
analysis, the FTA recommends using ridership survey data whenever possible for fare equity analyses. The
customer survey data helps an agency determine if minority and/or low-income riders are
disproportionately more likely to be burdened by changes in fares.
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FAX is proposing to reduce fares. This may not seem like an obvious equity concern, and across-the-board
fare reductions do benefit all riders. However, a fare equity analysis is necessary to ensure the benefits of
the fare reduction are not going disproportionally to non-minority and non-low-income communities.

Fixed Route

The following questions from the 2018 Customer Satisfaction Survey were analyzed for the fixed route
fare equity analysis:

e Fare Type: How do you normally pay your fare? (1) Cash, (2) 1-Ride Card Regular, (3) 1-Ride Card
Reduced, (4) 10-Ride Card Regular, (5) 10-Ride Card Reduced, (6) 31-Day Pass Regular, (7) 31-Day
Pass Reduced, (8) Other, please specify.

e Demographics, Ethnicity: Which of the following most closely describes your ethnic background?
(1) Hispanic, (2) White/Caucasian, (3) African American/Black, (4) Asian/Southeast Asian- please
specify national origin or Asian ethnic group, (5) American Indian, (6) Pacific Islander, (7) Middle
Easterner, (8) other/please specify.

e Demographics, Household Size: Including yourself, how many people live in your household?
(Blank space for entering a number.)

e Demographics, Income: Which of the following categories best describes your total household
income in 2013, before taxes? (1) less than $10,000 per year, (2) $10,000 to $19,999, (3) $20,000
to $29,999, (4) $30,000 to $39,999, (5) $40,000 to $49,999, (6) $50,000 to $74,999, (7) $75,000
to $99,999 per year, (8) $100,000 or more per year.

All respondents who indicated a race/ethnicity other than Non-Hispanic White/Caucasian were
considered a minority for purposes of this analysis. If a respondent indicated more than one
race/ethnicity, they were considered a minority. Furthermore, if a respondent indicated “other,” they
were considered a minority. Records where the respondent did not answer the race/ethnicity question
were excluded from the disparate impact analysis, as their minority status could not be determined.!

FAX’s definition of low-income is any person whose median household income is at or below 150 percent of the federal poverty
line. The federal poverty guidelines issued by the U.S. Department of Health and Human Services were used as the basis for

determining low-income status. See Table 3. Utilizing the survey questions related to household income and number of persons
per household, each survey respondent was coded as low-income (below 150 percent of the poverty line) or non-low-income
(above 150 percent of the poverty line) according to

Table 4, below. For ranges where a significant portion of the range fell below 150 percent poverty line,
the entire range was classified as low-income/”below” to ensure no low-income individuals were
mistakenly classified as non-low-income. Households with 13 or more members making more than
$100,000 were considered low-income for the same reason.

1If these respondents did not answer the race/ethnicity question but did answer the questions related to household
size and income, they were still included in the disproportionate burden analysis. The FTA directs recipients to
analyze disparate impact and disproportionate burden separately.
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Table 3: 2018 Poverty Guidelines for the 48 Contiguous States and D.C.

Persons in Poverty 150 Percent of
Family/Household | Guideline | Poverty Guideline
1 $12,140 $18,210
2 $16,460 $24,690
3 $20,780 $31,170
4 $25,100 $37,650
5 $29,420 $44,130
6 $33,740 $50,610
7 $38,060 $57,090
8 $42,380 $63,570
9 $46,700 $70,050
10 $51,020 $76,530
11 $55,340 $83,010
12 $59,660 $89,480

Table 4: Low-Income Status by 2018 FAX Customer Satisfaction Survey Categories (Below or Above 150
Percent of Federal Poverty Guideline)

Reported Annual Household Income in 2018
Persons in | Less than | $10,000 | $20,000 | $30,000 | $40,000 | $50,000 | $75,000 | $100,000

Household | $10,000 | $19,999 | $29,999 | $39,999 | $49,999 | $74,999 | $99,999 | or More

1 Below Below Above Above Above Above Above Above
2 Below Below Below Above Above Above Above Above
3 Below Below Below Above Above Above Above Above
4 Below Below Below Below Above Above Above Above
5 Below Below Below Below Below Above Above Above
6 Below Below Below Below Below Above Above Above
7 Below Below Below Below Below Below Above Above
8 Below Below Below Below Below Below Above Above
9 Below Below Below Below Below Below Above Above
10 Below Below Below Below Below Below Above Above
11 Below Below Below Below Below Below Below Above
12 Below Below Below Below Below Below Below Above
13+ Below Below Below Below Below Below Below Below?

The breakdown of fare type by minority and non-minority populations are in Table 5.

2 Only one survey record fell in this category. Even if the household has an income over 150 percent of the poverty
line, since the exact income is not known, the person was categorized as low-income to ensure no low-income
respondents were not counted.

Page 420



Table 5: Breakdown of Fare Type by Minority/Non-Minority

Percent Percent Minority
Vi I-\lon. Burden
Minority

Cash 82% 18% 0%
1-Ride Card Regular 85% 15% 3%
1-Ride Card Reduced 75% 25% -7%
10-Ride Card Regular 78% 23% -4%
10-Ride Card Reduced 86% 14% 4%
31-Day Pass Regular 81% 19% -1%
31-Day Pass Reduced 71% 29% -11%
Other 85% 15% 3%
All Riders 82% 18%

The breakdown of fare type by low-income and non-low-income populations are in Table 6.

Table 6: Breakdown of Fare Type by Low-Income/Non-Low-Income

Percent Low Income
Percent
Non Low Burden
Low Income

Income
Cash 88% 12% 0%
1-Ride Card Regular 90% 10% 2%
1-Ride Card Reduced 94% 6% 6%
10-Ride Card Regular 87% 13% -1%
10-Ride Card Reduced 95% 5% 7%
31-Day Pass Regular 89% 11% 1%
31-Day Pass Reduced 89% 11% 1%
Other 86% 14% -2%
All Riders 88% 12%

Across all fare types, the minority burden and low-income burden are below 20 percent, meaning the
fare equity changes does not meet the disparate impact or disproportionate burden thresholds set by
FAX. Additionally, the proposed fare changes are all relatively similar, ranging between 17 and 25
percent decreases. The difference between the largest and smallest fare change is 8 percent,
considerably less than the 20 percent threshold.

The expansion of free fares to children between 7 and 12 and to veterans and active members of the
military is a 100 percent fare decrease, which could potentially result in a disparate impact or
disproportionate burden. The expansion of the free fares for children is not a Title Vl issue, as they can be
assumed to follow the same demographic patterns as riders as a whole.

FAX has not collected data on active military and veteran riders. However, ACS does collect demographic
data on veterans that can provide some information on potential Title VI impacts. In the City of Fresno,
54.4 percent of veterans are non-minority, versus 31.9 percent of all city residents. This difference is
greater than 20 percent and indicates that there is a potential disparate impact in providing free fares to
veterans. There is also potential for a disproportionate burden, as 11.2 percent of veterans fall below the
federal poverty line, compared to 22.5 percent of all city residents. There isn’t enough data available to
determine what percent of veterans fall below 150 percent of federal poverty line, but the difference is
large enough that it could be a potential issue.
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The limited data makes it impossible to accurately determine if there is actually a disparate impact or
disproportionate burden, as it is possible that the demographics of active military and veteran riders is
much closer to overall rider demographics. Additionally, there are many other transit agencies that
provide reduced or free fares for active military members and veterans, suggesting that this is not a
significant equity issue. However, to ensure that there is not a disparate impact or disproportionate
burden caused by this policy, FAX will include a question on military and veteran status on the next FAX
rider survey, to be conducted in Spring 2022. FAX will use data from this to ensure there is no disparate
impact or disproportionate burden caused by providing free fares to active military members and
veterans.

Regarding the potential transfer policy change, FAX is considering simplifying its transfer policy by
removing the limit of the number of buses a rider can transfer to, as well as the ability to back ride or
continue traveling on the same route, and instead, allowing unlimited transfers within 90 minutes. Under
both the current policy and the proposed policy, transfers will remain free and must be requested when
the rider purchases a ticket. Transfers also must be made within 90 minutes.

As both the current and proposed policy have a 90-minute time limit, all trips currently made using a single
fare will not change. In addition, riders will be able to use a single fare for return trips on the same route
made within the 90-minute time limit. This will benefit all riders making shorter trips. The proposed
transfer policy change will also not result in a disparate impact or disproportionate burden, as it benefits
all riders.

In summary, most of the fare changes for the fixed route services do not result in a disparate impact or
disproportionate burden, and mitigation measures do not need to be considered for these changes.
Only the free fares for active military members and veterans may potentially cause a disparate impact
or disproportionate burden and will require additional data.

Handy Ride

The data for Handy Ride is less comprehensive than the data for fixed route service. Although there was
a customer satisfaction survey conducted in 2018, there is not enough data to properly divide respondents
into low-income and non-low income groups, due to inexact household sizes and a limited number of
income brackets. Nonetheless, there are some conclusions that can be drawn from looking at the
demographic data collected as part of the survey. The following questions from the 2018 Customer
Satisfaction Survey were analyzed for the Handy Ride fare equity analysis:

e Demographics, Ethnicity: Which of the following most closely describes your ethnic background?
(1) Hispanic, (2) White/Caucasian, (3) African American/Black, (4) Asian/Southeast Asian- please
specify national origin or Asian ethnic group, (5) American Indian, (6) Pacific Islander, (7) Middle
Easterner, (8) other/please specify.

¢ Demographics, Household Size: Including yourself, how many people live in your household?
(Blank space for entering a number.)

e Demographics, Income: Which of the following categories best describes your total household
income in 2013, before taxes? (1) less than $10,000 per year, (2) $10,000 to $19,999, (3) $20,000
to $29,999, (4) $30,000 to $39,999, (5) $40,000 to $49,999, (6) $50,000 or more.

61 percent of Handy Ride customers are a minority, compared to 82 percent of fixed route riders. This is
greater than a 20 percent difference, and means that there could potentially be a disparate impact.
However, the Handy Ride fare reductions are in line with the fare reductions on the fixed route service,
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at 17 percent for a basic fare and 25 percent for a 31-day pass. As a result, there is no disparate impact
because the cost burden on Handy Ride customers is similar to fixed-route customers.

Although the data limitations prevent an accurate breakdown of low-income and non-low-income Handy
Ride customers, there is enough information to compare Handy Ride service to fixed route service. 70
percent of Handy Ride customers have a household income of $19,999 or below, which is classified as
low-income regardless of household size. Although the percentage of low-income Handy Ride users is
likely much greater, the difference between 70 percent and the 82 percent of fixed route riders, meaning
there is not a disproportionate burden. Regardless, there is no disproportionate burden as the Handy
Ride fare reductions are in line with fixed route service.

Public Participation and Outreach

FAX conducted public outreach throughout the month of August 2021 to inform riders of the proposed
fare changes and solicit feedback. A virtual workshop was held on August 25" at 5 pm. on the Fresno FAX
Facebook and YouTube pages. In addition, FAX held 14 pop-up events at the highest ridership stops in the
FAX system in order to reach the greatest number of people. The 14 pop-ups were scheduled at different
days and times, and include:

Friday, August 13, 2021

e Inspiration Park: 10:30 a.m. to 12 noon,
served by Route 12

e Riverside-El Paseo: 1 to 2:30 p.m., served by
Routes 3 and 20

e Brawley-Walmart: 2:30to 4 p.m., served by
Routes 9, 12, and 20

Monday, August 16, 2021

e Walnut-California: 2 to 3:30 p.m., served by
Route 38

Tuesday, August 17, 2021

e Cedar-Ventura BRT Station: 9 to 11 a.m,,
served by Routes 1 and 38 Figure 1 - FAX Pop - Up Event

e Weldon-Blackstone BRT Station: 1 — 2:30 p.m., served by Routes 1 and 20
Thursday, August 19, 2021

e Cedar-Shaw: 12 noon to 1:30 p.m., served by Routes 9 and 38
Monday, August 23, 2021

e Manchester Transit Center: 10 a.m. to 12 noon, served by Routes 1, 28, 41

Tuesday, August 24, 2021

e A & B Shelters at Courthouse Park & Van Ness BRT Station: 9 to 11 a.m., served by Routes 1, 22,
26, 28, 32, and 34

e El Paso-Blackstone BRT Station: 12:30 to 2 p.m., served by Routes 1, 26, 32, 38, and 58
Wednesday, August 25, 2021
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e Shaw-Blackstone BRT Station: 10 a.m. — 12 noon, served by Routes 1 and 9
Thursday, August 26, 2021
e L Shelter at Courthouse Park: 9 to 11 a.m., served by Routes 22, 26, 32, 34, and 38

Monday, August 30, 2021

e Clovis-Kings Canyon BRT Station: 8:30 to 10 a.m., served by Routes 1 and 22
e Chestnut-Kings Canyon BRT Station: 10:30 a.m. to 12 noon, served by Routes 1 and 41

Both the virtual workshop and series of pop-up events were held in both English and Spanish, and a sign-
language interpreter provided interpretation at the virtual workshop.

In addition to the workshop and pop-up events, FAX undertook an extensive advertising effort in English
and Spanish to inform riders about the fare changes as well as inform them about the workshop and
events. This advertising effort included distribution of flyers, audio and visual announcements onboard
buses, decals on fareboxes and on FAX’s schedule guide, newspaper advertisements, information at bus
rapid transit stops, information at transit center kiosks, social media posts, the FAX newsletter, and
information on the FAX webpage. FAX provided opportunities for input by providing comment cards and
pencils at the pop-up events and by promoting the FaxOutreach@fresno.gov e-mail address, in addition
to the regular FAX phone number (559-621-RIDE) and fillable PDF compliment and complaint forms on
the “Contact Us” page of the FAX web site (www.fresno.gov/fax). FAX's detailed marketing campaign is
included in Appendix A.

Comments collected from riders and the general public on the proposed fare changes are included in
Appendix B. In conversation with FAX staff, riders expressed appreciation for the six months of free fares
and understood why fares needed to be reinstated. The lower fares, and the decreased prices for 10-day
and 31-day passes were popular, with the free fares for active military members and veterans especially
popular. Comments received via comment cards were very similar, expressing support for the lower fares.
In addition to comments on the fare changes, riders also expressed appreciation for FAX service more
broadly, and for FAX staff for providing information on the fare changes in both English and Spanish.

Conclusion

FAX has proposed reducing fares by 17 to 25 percent across all fare types on both fixed route and Handy
Ride services, as well as expanding free fares to children under 12 and to active military members and
veterans. Due to the consistency of fare reductions across all fare types and due to the relatively similar
rates at which low-income and non-low-income and minority and non-minority individuals use different
fare types, no disparate impact or disproportionate burden was found on fixed route service due to the
fare reduction. There was also no disparate impact or disproportionate burden found for Handy Ride
services, for similar reasons. Proposed changes to the transfer policy were also found not to have a
disparate impact or disproportionate burden, as no existing trips will cost extra, and all riders will benefit
from the less restrictive transfer rules.

The expansion of the free fare policy to active military members and veterans was found to have a
potential disparate impact and disproportionate burden, but there was not enough data to confirm this.
FAX will therefore collect this data as part of the next rider survey, in Spring 2022, and use the results to
determine if the policy will cause a disparate impact or disproportionate burden.
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Appendix A: Informational and Outreach Materials

Flyers in English and Spanish posted onto the FAX web site home page informing passengers of new fares and promoting
the virtual workshop and the pop-up events:
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Additional flyers in English and Spanish posted onto the FAX web site home page:

Clicking on the flyers led to the following information on the Plans, Reports, & Notices page:
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Advertisement run in The Advocate Newspaper on July 30, 2021:
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Advertisement run in “La Vida en el Valle” Newspaper on August 4, 2021:
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Flyers in English and Spanish distributed at the 14 Pop-Up Events at Heavily Used Transit Stops:
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Flyers with New Fare rates in English and Spanish distributed at the 14 Pop-Up Events at Heavily Used Transit Stops,
posted onto the FAX web site, and posted onto the buses:

Comment Cards provided at Pop-Up Events:
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Banner hung at Manchester Transit Center:

Placard posted on all buses informing transit riders of rate reinstatement in English and Spanish:
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BRT Poster Patch in English and Spanish added to system map stanchions at all BRT stations:

Text of Bus Audio Announcements played in buses in English and Spanish; played from 8/1/21 to 9/18/21:
English: Starting September 1, 2021, FAX will reinstate fares. For details, visit fresno.gov/lower-fares.

Spanish: A partir del 1 de septiembre de 2021, FAX restablecera las tarifas. Para obtener mas detalles, visite
fresno.gov/lower-fares.

Flyer posted onto Handy Ride vehicles in English and Spanish:
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Kiosk insert placed at Manchester Transit Center kiosk in English and Spanish:
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Kiosk insert placed at A, B, and L Shelters at Courthouse Park in Downtown Fresno in English and Spanish:
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July 2021 - “What’s New At FAX” newsletter announcing Fare Reinstatement and Title VI Outreach in English:

Posted on the FAX website in English and Spanish and sent to subscribers of the FAX email newsletter containing
322 subscribers.

Page 435



July 2021 - “What’s New At FAX” newsletter announcing Fare Reinstatement and Title VI Outreach in Spanish:

Posted on the FAX website in English and Spanish and sent to subscribers of the FAX email newsletter containing
322 subscribers.
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August 2021 - “What’s New At FAX” newsletter announcing Fare Reinstatement and Title VI Outreach in English:
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August 2021 - “What’s New At FAX” newsletter announcing Fare Reinstatement and Title VI Outreach in Spanish:
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Advertisement run in The Advocate Newspaper on August 27, 2021:
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Advertisement run in “La Vida en el Valle” Newspaper on August 25, 2021:

Page 440



Targeted E-mail:

A special message was sent on August 12, 2021, to FAX newsletter subscribers announcing the rate restructuring and the
Title VI Outreach. There are 322 names contained on the email list.
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Virtual public meeting broadcast on Facebook and YouTube live on August 25, 2021 at 5 p.m. Recording available for
viewing at www.facebook.com/FresnoFAX/. Script used for the virtual meeting is below.
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Poster Board for Bus Drivers:

Fares to be reinstated
starting September 1st

Dollar rides throughout
the City of Fresno

For details on these fare changes, attend a Live Virtual
Workshop on Fresno FAX's Facebook and YouTube pages on
Wednesday, August 25 at 5 p.m., or come to a FAX
pop=up tent event around the city,

* Walhut=Calfornia bus stop: Monday, August 16, 2 p,m,

+Welkdon BRT Station: Tuesday, August 17, 1 pomu

« Cedar and Shaw bus slops: Thursday, August 19, 12 noon

* Manchester Transit Center: Monday, August 23, 10 a.m,

* Courthouse Park, Van Ness BRT Stations: Tuesday, August 24, 9 agm,
+ EI Paso BRT Station: Tuesday, August 24, 12:30 p.m.

* Courthouse Park, L Shelter: Thursday, August 26, $-11 aum.

* Clovis BRT Station: Monday, August 30, 8:30 a.m,

FAX

FRESNO AREA

EXPRESS

2274 For details, scan the QR code or visit f u
(o57q fresno.gov/lowersfares

@FresnoFAX
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Driver’s Alert Bulletin issued to every FAX bus driver:
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Fares and Passes Web Page Updates:
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Decals installed onto Fareboxes on August 30, 2021:

Fm fresno.gov/fax

FRESNO AREA

EXPRESS

Cash / Efectivo

Exact fare is recommended / Se recomienda la tarifa exacta

Base Cash Fare $1.00

Tarifa basica en efectivo

Reduced Fare* 50¢
Tarifa Reducida

Seniors (B5 years & older) - Personas de edad avanzada (65 afos 0 més)

Disabled Fare - Personas incapacitadas

Medicare Cardholder - La Tarjeta Medicare

Active Military & Veterans* Free/Gratis

Militares y veteranos activos

Children Under Age 12  Free/Gratis

Nifios menores de 12 ahos

Children under 6 must be accompanied by an aduk
Los nifics menores de 6 afos deben estar acompaiados por un adullo

*ID Required / kientificacién Requerida
No Bills Over $20 Accepted

Billetes mas grandes de $20 no son aceptados

CHANGE CARDS / TARJETAS DE CAMBIO

* |ssued for overpayment values greater than 25¢
* May be used on future FAX rides
* Cannot be redeemed for cash

* Emitidas por valores de sobrepago superiores a 25¢
* Pueden usarse en futuros viajes de FAX
* No se pueden canjear por efectivo

For details scan this QR code
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Updated Schedule Guides posted onto FAX Web site in English and Spanish:

Decals placed onto Schedule Guide Covers:

Fares to be reinstated.
Dollar rides throughout

the City of Fresno. FM

FRESNO AREA
EXPRESS

Las tarifas se restableceran.
Viajes de $ 1 por toda la ciudad.

= For additional information
o.E8 scan QR code
=4 Para obtener informacién
-3 adicional, escanee el c6digo QR
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Multiple Social Media posts throughout Pop-up Campaign advertising Pop-Up events in real time:
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Appendix B

Summary of Feedback Received at the “New Fare Structure” Pop-Up Tents
August 13 through August 30, 2021

General feedback received during conversations with passengers:

Appreciation for the 6 months of free fares

General understanding of and acceptance toward the reinstatement of fares (only two people stated that FAX
should keep free fares)

Appreciation and excitement for the lower fares and added discounts for the 10-day and 31-day passes
Excitement about the free rides for military/veterans

Appreciation for FAX staff conducting outreach on the extremely hot days

Interest in learning about the recent service changes

Excitement and appreciation for the recent service changes, especially along Route 3 providing access to the
medical facilities along Herndon

Interest in learning more about the network (showing the need for more educational efforts)

Appreciation for the promotional items (in particular, the FAX pens and the ID holders)

Appreciation for being able to communicate in Spanish with Spanish-speaking staff

Interest in hearing from FAX staff directly; learning and clarification opportunities

From multiple passengers: Suggestion to add phone charging ports onto the buses.

Comments submitted via Comment Cards in writing:

English:

Petra Yafiez: Very respectful & compassionate drivers. Handy Ride is also exceptional as drivers safe & caring &
respectful!

Vantaza Dennis: Love FAX. Safe, clean, no smoke.

Lois Ryan: Thank you for the free rides, great service, drivers are polite and considerate. Bus routes gets me to
where | need to go.

Richie Venegas: | like how the bus is going to be S1 it’s awesome & | love how veterans can ride for free.
Eliacar Alex Valladares: Doing good lowering prices.

Shanon Lee: | like riding FAX to get to where you going. | remember that the bus was 75 cents back in the day.
Sara: Bus 22 route needs better safer stop between Millbrook & Cedar or 8/9"" street.

Tuong (Vietnamese): Sometimes drivers do not stop.

Alesha Sanchez: Does an outstanding job every day.

Sharron Young: West side, new benches new love, don’t be so intrusive on west with 28 bus. Dollar Tree on the
west side. Pay it Forward. Thank you for free fare. Free vet.

Peter Tan: Bus 22 seem to be skip one bus a lot of times.

Linda: FAX workers they’re great, very nice. Very organized, knowledgeable.

Connie: FAX staff awesome. Well-informed. Very nice people.

Gloria: FAX workers are great. Very knowledgeable. Informed me very well.

Anonymous: FAX staff really helpful on answering questions. Also very friendly.
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Spanish:

Aurelia Ramirez: Tienen un excelente servicio yo siempre viajo en FAX. Estoy contenta con su servicio y sus
amables conductores. (They have excellent service | always travel with FAX. | am happy with their service and
their friendly drivers.)

Lucilia Rubio: Gracias por su ayuda e informacién con nuevos precios y rutas de transporte. Me fue de mucha
utilidad. Gracias. (Thank you for your help and information with new prices and routes. It was very useful to me.
Thank you.)

Fatima: Me gustd mucho la informacién que recibi hoy con lo del FAX. Estoy alegre, gracias. Dios les bendiga. (/
really liked the information | received today with everything having to do with FAX. | am happy, thank you. God
bless you.)

Eila Santingo: Es una buena ayuda gracias. (It's a good help thank you.)
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APPENDIX S: WORKSHOP MATERIALS FOR 2022 TITLE VI PROGRAM UPDATE

Exhibit S.1 contains an image of the Title VI workshop flyer, which provides information
about the workshop dates, times, and locations in English and Spanish.

Exhibit S.2 contains an image of the Title VI virtual workshop notice, which provides
information about the virtual workshop (date, time, and links) in English and Spanish.

Exhibit S.3 contains an image of the posting about the Title VI workshops on the FAX
website. It includes a link to the FAX Outreach landing page, which contained additional
information.

Exhibit S.4 includes four images of the bilingual (English/Spanish) wayfinding signage
used during the Title VI workshops.

Exhibits S.5 and S.6 include images of the Title VI Workshop summary sheet in English
and Spanish. The summary sheet provides a basic overview of Title VI as well as FAX's
Title VI update process and initial findings.

Exhibit S.7 includes two images of the bilingual (English/Spanish) comment card offered
to workshop attendees to provide comments and/or questions.

Exhibit S.8 includes two images of a letter of support received from Clovis Community
College during the Title VI outreach process.
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Exhibit S.1 Title VI Workshop Flyer
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Exhibit S.2 Title VI Virtual Workshop Notice
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Exhibit S.3 Title VI Workshop Website Posting
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Exhibit S.4 Title VI Workshop Wayfinding Signage
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Exhibit S.5 Title VI Workshop Summary Sheet (English)
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Exhibit S.6 Title VI Workshop Summary Sheet (Spanish)
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Exhibit S.7 Title VI Workshop Comment Cards (English/Spanish)
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Exhibit S.8 Title VI Letter of Support
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APPENDIX T: FAX LANGUAGE ASSISTANCE PLAN (LAP) TRAINING MATERIALS
Exhibit T.1 includes images of the FAX Language Assistance Plan Training Materials.

Exhibit T.2 includes images from a Powerpoint presentation providing general training
regarding FAX’s Language Assistance Plan.

Exhibit T.3 includes images from a Powerpoint presentation providing training specific to
operations personnel and bus drivers specific to FAX’s Language Assistance Plan.
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Exhibit T.1 FAX Language Assistance Plan Training Materials
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Exhibit T.2 FAX Language Assistance Plan Training Powerpoint

Page 467




Fresno Area Express Title VI Plan

Page 468



Fresno Area Express Title VI Plan

Page 469



Fresno Area Express Title VI Plan

Page 470



Fresno Area Express Title VI Plan

Exhibit T.3 FAX Language Assistance Plan Operations/Bus Driver Training Powerpoint
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APPENDIX U: STAFF AND EXTERNAL TITLE VI PROGRAM UPDATE SURVEYS

Exhibit U.1 includes an image of the FAX and Handy Ride staff survey instrument
distributed as part of the FAX Title VI Program Update.

Exhibit U.2 includes an image of the stakeholder survey instrument distributed as part of
the FAX Title VI Program Update.
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Exhibit U.1 FAX and Handy Ride Staff Survey Instrument
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Exhibit U.2 Stakeholder Survey Instrument
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	City of Fresno Department of Transportation/Fresno Area Express 
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	August 2021 
	Figure
	Prepared By: 
	Figure
	Overview 
	In compliance with Title VI of the Civil Rights Act of 1964, the Federal Transit Administration (FTA) requires all transit agencies that receive federal funding to monitor the performance of their systems, ensuring services are made available and/or distributed equitably. One component of ensuring compliance is performing an equity analysis for all fare changes and any major service changes to determine its impact on minority (race, color, or national origin) and low-income populations. 
	Fresno Area Express (FAX) is the primary fixed-route transit operator in Fresno and is operated and administered by the City of Fresno, California. FAX has proposed a fare change, reducing the cost of a base fare from $1.25 to $1.00. Passes and Reduced Fares are also proposed to be reduced by a similar amount on both fixed route service and Handy Ride, FAX’s paratransit service. FAX is also considering removing restrictions from its transfer policy. 
	This Title VI analysis will: 
	• 
	• 
	• 
	Evaluate how the proposed fare changes may impact low-income and minority populations, and 

	• 
	• 
	Identify strategies to avoid, minimize, or mitigate any disproportionate burdens, disparate impacts, or any potentially negative outcomes. 


	Relevant Policies 
	This fare equity analysis was completed in accordance with FTA regulations outlined in FTA Circular 4702.1B, “Title VI Requirements and Guidelines for Federal Transit Administration Recipients.” The circular requires this analysis to ensure or minimize any disparate impact on minority populations or disproportionate burden on low-income populations. 
	Disparate Impact Definition 
	Refers to a facially neutral policy or practice that disproportionately affects members of a group identified by race, color, or national origin, where the recipient’s policy or practice lacks a substantial legitimate justification and where there exists one or more alternatives that would serve the same legitimate objectives but with less disproportionate effect on the basis of race, color, or national origin. (FTA C 4702.1B, Chap. I-2) 
	Disproportionate Burden Definition 
	Refers to a neutral policy or practice that disproportionately affects low-income populations more than non-low-income populations. A finding of disproportionate burden requires the recipient to evaluate alternatives and mitigate burdens where practicable. (FTA C 4702.1B, Chap. I-2) 
	The circular requires that there be a fare equity analysis completed for any change in fares or in fare media. Each transit agency is responsible for establishing what differential is considered a disparate impact or disproportionate burden. 
	Disparate Impact Policy 
	A disparate impact exists if a major service change, fare change, or fare media change requires a minority population to bear adverse effects by 20 percent or more than the adverse effects borne by the general population in the affected area. 
	Disproportionate Burden Policy 
	Disproportionate Burden Policy 
	A disproportionate burden exists if a major service change, fare change, or fare media change requires a low-income population to bear adverse effects by 20 percent or more than the adverse effects borne by the general population in the affected area. 
	FAX’s Title VI Program was adopted in 2019. FAX has also recently completed three other Title VI analyses, one for the Faster FAX network in 2016, one for a proposed smart card in 2018, and one for a series of service changes in 2020. This Title VI analysis will apply Title VI policies in a manner consistent with these earlier analyses. 
	Existing Conditions 
	Due to the COVID-19 pandemic FAX temporarily suspended the collection of fares for six months between March 1 and August 31, 2021. The fare structure prior to the suspension in fares is detailed in Table 1. 
	Table 1: Existing Fare Structure 
	Fixed-Route Buses 
	Fare 
	Fare 
	Fare 
	Price 

	Base Fare 
	Base Fare 
	$1.25 

	Reduced Fare* 
	Reduced Fare* 
	$0.60 

	Children Under 6 
	Children Under 6 
	Free 

	10 Ride Card 
	10 Ride Card 
	$11.25 

	10 Ride Card -Reduced Fare* 
	10 Ride Card -Reduced Fare* 
	$6.00 

	31-Day Pass 
	31-Day Pass 
	$48.00 

	31-Day Pass -Reduced Fare * 
	31-Day Pass -Reduced Fare * 
	$24.00 

	Transfers 
	Transfers 
	Free** 


	Handy Ride 
	Fare 
	Fare 
	Fare 
	Price 

	Base Fare (single ride) 
	Base Fare (single ride) 
	$1.50 

	Monthly Pass 
	Monthly Pass 
	$48.00 


	* Reduced fare is available to seniors 65 and older with a valid ID, Medicare cardholders, and persons with disabilities with a valid ID. 
	** Transfers must be requested at time of purchase, permit up to 2 transfers, and are valid for 90 minutes. 
	Base Fares and Reduced Fares can be paid on the bus in cash or bought in advance as 1 Ride Cards for the same price. Up to two free transfers are included with a single paid fare (on any fare media), allowing passengers to utilize up to three buses/routes to complete their one-way trip. Transfers can only be made where routes intersect and are not valid for layovers or return trips. Transfers should be requested at the time of boarding and are valid for 90 minutes from the time issued. 
	Proposed Changes 
	FAX is proposing to reduce fares across all fare types. The proposed fare structure is detailed in Table 2. 
	Table 2: Proposed Fare Structure 
	Fixed-Route Buses 
	Fare 
	Fare 
	Fare 
	Price 
	Percent Change 

	Base Fare 
	Base Fare 
	$1.00 
	-20% 

	Reduced Fare* 
	Reduced Fare* 
	$0.50 
	-17% 

	Children Under 6 
	Children Under 6 
	Free 
	0% 

	Children 7-12 
	Children 7-12 
	Free 
	-100% 

	Military and Veterans, with valid ID 
	Military and Veterans, with valid ID 
	Free 
	-100% 

	10 Ride Card 
	10 Ride Card 
	$9.00 
	-20% 

	10 Ride Card -Reduced Fare* 
	10 Ride Card -Reduced Fare* 
	$4.50 
	-25% 

	31-Day Pass 
	31-Day Pass 
	$36.00 
	-25% 

	31-Day Pass -Reduced Fare* 
	31-Day Pass -Reduced Fare* 
	$18.00 
	-25% 

	Transfers 
	Transfers 
	Free** 
	0% 


	Handy Ride 
	Fare 
	Fare 
	Fare 
	Price 
	Percent Change 

	Base Fare (single ride) 
	Base Fare (single ride) 
	$1.25 
	-17% 

	Monthly Pass 
	Monthly Pass 
	$36.00 
	-25% 


	* Reduced fare is available to seniors 65 and older with a valid ID, Medicare cardholders, and persons with disabilities with a valid ID. 
	** Transfers must be requested at time of purchase, and permit unlimited transfers for up to 90 minutes. 
	The proposed fare changes bring base and reduced fares better in line, so that all reduced fare prices, regardless of pass type, is half the cost of the equivalent base fare, and establish new categories for free rides, including for children between 7 and 12 years old and for veterans and active members of the military. 
	Fare Equity Analysis 
	At its core, a fare equity analysis demonstrates that a transit agency has considered the consequences of a proposed policy that is facially neutral but may result in a disparate impact on minority riders or a disproportionate burden for low-income riders. The FTA’s recommended methodology for performing a fare equity analysis begins with determining the number and percent of users of each fare type and evaluating the differences between minority users and non-minority users and low-income and non-lowincome
	-

	Whereas either population (from the U.S. Census) or ridership data can be used for a service equity analysis, the FTA recommends using ridership survey data whenever possible for fare equity analyses. The customer survey data helps an agency determine if minority and/or low-income riders are disproportionately more likely to be burdened by changes in fares. 
	FAX is proposing to reduce fares. This may not seem like an obvious equity concern, and across-the-board fare reductions do benefit all riders. However, a fare equity analysis is necessary to ensure the benefits of the fare reduction are not going disproportionally to non-minority and non-low-income communities. 
	Fixed Route 
	The following questions from the 2018 Customer Satisfaction Survey were analyzed for the fixed route fare equity analysis: 
	• 
	• 
	• 
	Fare Type: How do you normally pay your fare? (1) Cash, (2) 1-Ride Card Regular, (3) 1-Ride Card Reduced, (4) 10-Ride Card Regular, (5) 10-Ride Card Reduced, (6) 31-Day Pass Regular, (7) 31-Day Pass Reduced, (8) Other, please specify. 

	• 
	• 
	• 
	Demographics, Ethnicity: Which of the following most closely describes your ethnic background? 

	(1) Hispanic, (2) White/Caucasian, (3) African American/Black, (4) Asian/Southeast Asian-please specify national origin or Asian ethnic group, (5) American Indian, (6) Pacific Islander, (7) Middle Easterner, (8) other/please specify. 

	• 
	• 
	Demographics, Household Size: Including yourself, how many people live in your household? (Blank space for entering a number.) 

	• 
	• 
	Demographics, Income: Which of the following categories best describes your total household income in 2013, before taxes? (1) less than $10,000 per year, (2) $10,000 to $19,999, (3) $20,000 to $29,999, (4) $30,000 to $39,999, (5) $40,000 to $49,999, (6) $50,000 to $74,999, (7) $75,000 to $99,999 per year, (8) $100,000 or more per year. 


	All respondents who indicated a race/ethnicity other than Non-Hispanic White/Caucasian were considered a minority for purposes of this analysis. If a respondent indicated more than one race/ethnicity, they were considered a minority. Furthermore, if a respondent indicated “other,” they were considered a minority. Records where the respondent did not answer the race/ethnicity question were excluded from the disparate impact analysis, as their minority status could not be determined.
	1 

	FAX’s definition of low-income is any person whose median household income is at or below 150 percent of the federal poverty 
	line. The federal poverty guidelines issued by the U.S. Department of Health and Human Services were used as the basis for determining low-income status. See Table 3. Utilizing the survey questions related to household income and number of persons per household, each survey respondent was coded as low-income (below 150 percent of the poverty line) or non-low-income (above 150 percent of the poverty line) according to 
	Table 4, below. For ranges where a significant portion of the range fell below 150 percent poverty line, the entire range was classified as low-income/”below” to ensure no low-income individuals were mistakenly classified as non-low-income. Households with 13 or more members making more than $100,000 were considered low-income for the same reason. 
	Table 3: 2018 Poverty Guidelines for the 48 Contiguous States and D.C. 
	Persons in Family/Household 
	Persons in Family/Household 
	Persons in Family/Household 
	Poverty Guideline 
	150 Percent of Poverty Guideline 

	1 
	1 
	$12,140 
	$18,210 

	2 
	2 
	$16,460 
	$24,690 

	3 
	3 
	$20,780 
	$31,170 

	4 
	4 
	$25,100 
	$37,650 

	5 
	5 
	$29,420 
	$44,130 

	6 
	6 
	$33,740 
	$50,610 

	7 
	7 
	$38,060 
	$57,090 

	8 
	8 
	$42,380 
	$63,570 

	9 
	9 
	$46,700 
	$70,050 

	10 
	10 
	$51,020 
	$76,530 

	11 
	11 
	$55,340 
	$83,010 

	12 
	12 
	$59,660 
	$89,480 


	Table 4: Low-Income Status by 2018 FAX Customer Satisfaction Survey Categories (Below or Above 150 Percent of Federal Poverty Guideline) 
	Reported Annual Household Income in 2018 
	Persons in Household 
	Persons in Household 
	Persons in Household 
	Less than $10,000 
	$10,000 $19,999 
	$20,000 $29,999 
	$30,000 $39,999 
	$40,000 $49,999 
	$50,000 $74,999 
	$75,000 $99,999 
	$100,000 or More 

	1 
	1 
	Below 
	Below 
	Above 
	Above 
	Above 
	Above 
	Above 
	Above 

	2 
	2 
	Below 
	Below 
	Below 
	Above 
	Above 
	Above 
	Above 
	Above 

	3 
	3 
	Below 
	Below 
	Below 
	Above 
	Above 
	Above 
	Above 
	Above 

	4 
	4 
	Below 
	Below 
	Below 
	Below 
	Above 
	Above 
	Above 
	Above 

	5 
	5 
	Below 
	Below 
	Below 
	Below 
	Below 
	Above 
	Above 
	Above 

	6 
	6 
	Below 
	Below 
	Below 
	Below 
	Below 
	Above 
	Above 
	Above 

	7 
	7 
	Below 
	Below 
	Below 
	Below 
	Below 
	Below 
	Above 
	Above 

	8 
	8 
	Below 
	Below 
	Below 
	Below 
	Below 
	Below 
	Above 
	Above 

	9 
	9 
	Below 
	Below 
	Below 
	Below 
	Below 
	Below 
	Above 
	Above 

	10 
	10 
	Below 
	Below 
	Below 
	Below 
	Below 
	Below 
	Above 
	Above 

	11 
	11 
	Below 
	Below 
	Below 
	Below 
	Below 
	Below 
	Below 
	Above 

	12 
	12 
	Below 
	Below 
	Below 
	Below 
	Below 
	Below 
	Below 
	Above 

	13+ 
	13+ 
	Below 
	Below 
	Below 
	Below 
	Below 
	Below 
	Below 
	Below2 


	The breakdown of fare type by minority and non-minority populations are in Table 5. 
	Only one survey record fell in this category. Even if the household has an income over 150 percent of the poverty line, since the exact income is not known, the person was categorized as low-income to ensure no low-income respondents were not counted. 
	Only one survey record fell in this category. Even if the household has an income over 150 percent of the poverty line, since the exact income is not known, the person was categorized as low-income to ensure no low-income respondents were not counted. 
	2 


	5 
	Table 5: Breakdown of Fare Type by Minority/Non-Minority 
	Fare 
	Fare 
	Fare 
	Percent Minority 
	Percent Non Minority 
	Minority Burden 

	Cash 
	Cash 
	82% 
	18% 
	0% 

	1-Ride Card Regular 
	1-Ride Card Regular 
	85% 
	15% 
	3% 

	1-Ride Card Reduced 
	1-Ride Card Reduced 
	75% 
	25% 
	-7% 

	10-Ride Card Regular 
	10-Ride Card Regular 
	78% 
	23% 
	-4% 

	10-Ride Card Reduced 
	10-Ride Card Reduced 
	86% 
	14% 
	4% 

	31-Day Pass Regular 
	31-Day Pass Regular 
	81% 
	19% 
	-1% 

	31-Day Pass Reduced 
	31-Day Pass Reduced 
	71% 
	29% 
	-11% 

	Other 
	Other 
	85% 
	15% 
	3% 

	All Riders 
	All Riders 
	82% 
	18% 


	The breakdown of fare type by low-income and non-low-income populations are in Table 6. 
	Table 6: Breakdown of Fare Type by Low-Income/Non-Low-Income 
	Fare 
	Fare 
	Fare 
	Percent Low Income 
	Percent Non Low Income 
	Low Income Burden 

	Cash 
	Cash 
	88% 
	12% 
	0% 

	1-Ride Card Regular 
	1-Ride Card Regular 
	90% 
	10% 
	2% 

	1-Ride Card Reduced 
	1-Ride Card Reduced 
	94% 
	6% 
	6% 

	10-Ride Card Regular 
	10-Ride Card Regular 
	87% 
	13% 
	-1% 

	10-Ride Card Reduced 
	10-Ride Card Reduced 
	95% 
	5% 
	7% 

	31-Day Pass Regular 
	31-Day Pass Regular 
	89% 
	11% 
	1% 

	31-Day Pass Reduced 
	31-Day Pass Reduced 
	89% 
	11% 
	1% 

	Other 
	Other 
	86% 
	14% 
	-2% 

	All Riders 
	All Riders 
	88% 
	12% 


	Across all fare types, the minority burden and low-income burden are below 20 percent, meaning the fare equity changes does not meet the disparate impact or disproportionate burden thresholds set by FAX. Additionally, the proposed fare changes are all relatively similar, ranging between 17 and 25 percent decreases. The difference between the largest and smallest fare change is 8 percent, considerably less than the 20 percent threshold. 
	The expansion of free fares to children between 7 and 12 and to veterans and active members of the military is a 100 percent fare decrease, which could potentially result in a disparate impact or disproportionate burden. The expansion of the free fares for children is not a Title VI issue, as they can be assumed to follow the same demographic patterns as riders as a whole. 
	FAX has not collected data on active military and veteran riders. However, ACS does collect demographic data on veterans that can provide some information on potential Title VI impacts. In the City of Fresno, 
	54.4 
	54.4 
	percent of veterans are non-minority, versus 31.9 percent of all city residents. This difference is greater than 20 percent and indicates that there is a potential disparate impact in providing free fares to veterans. There is also potential for a disproportionate burden, as 11.2 percent of veterans fall below the federal poverty line, compared to 22.5 percent of all city residents. There isn’t enough data available to determine what percent of veterans fall below 150 percent of federal poverty line, but th

	The limited data makes it impossible to accurately determine if there is actually a disparate impact or disproportionate burden, as it is possible that the demographics of active military and veteran riders is much closer to overall rider demographics. Additionally, there are many other transit agencies that provide reduced or free fares for active military members and veterans, suggesting that this is not a significant equity issue. However, to ensure that there is not a disparate impact or disproportionat
	Regarding the potential transfer policy change, FAX is considering simplifying its transfer policy by removing the limit of the number of buses a rider can transfer to, as well as the ability to back ride or continue traveling on the same route, and instead, allowing unlimited transfers within 90 minutes. Under both the current policy and the proposed policy, transfers will remain free and must be requested when the rider purchases a ticket. Transfers also must be made within 90 minutes. 
	As both the current and proposed policy have a 90-minute time limit, all trips currently made using a single fare will not change. In addition, riders will be able to use a single fare for return trips on the same route made within the 90-minute time limit. This will benefit all riders making shorter trips. The proposed transfer policy change will also not result in a disparate impact or disproportionate burden, as it benefits all riders. 
	In summary, most of the fare changes for the fixed route services do not result in a disparate impact or disproportionate burden, and mitigation measures do not need to be considered for these changes. Only the free fares for active military members and veterans may potentially cause a disparate impact or disproportionate burden and will require additional data. 
	Handy Ride 
	The data for Handy Ride is less comprehensive than the data for fixed route service. Although there was a customer satisfaction survey conducted in 2018, there is not enough data to properly divide respondents into low-income and non-low income groups, due to inexact household sizes and a limited number of income brackets. Nonetheless, there are some conclusions that can be drawn from looking at the demographic data collected as part of the survey. The following questions from the 2018 Customer Satisfaction
	• 
	• 
	• 
	• 
	Demographics, Ethnicity: Which of the following most closely describes your ethnic background? 

	(1) Hispanic, (2) White/Caucasian, (3) African American/Black, (4) Asian/Southeast Asian-please specify national origin or Asian ethnic group, (5) American Indian, (6) Pacific Islander, (7) Middle Easterner, (8) other/please specify. 

	• 
	• 
	Demographics, Household Size: Including yourself, how many people live in your household? (Blank space for entering a number.) 

	• 
	• 
	Demographics, Income: Which of the following categories best describes your total household income in 2013, before taxes? (1) less than $10,000 per year, (2) $10,000 to $19,999, (3) $20,000 to $29,999, (4) $30,000 to $39,999, (5) $40,000 to $49,999, (6) $50,000 or more. 


	61 percent of Handy Ride customers are a minority, compared to 82 percent of fixed route riders. This is greater than a 20 percent difference, and means that there could potentially be a disparate impact. 
	However, the Handy Ride fare reductions are in line with the fare reductions on the fixed route service, 
	However, the Handy Ride fare reductions are in line with the fare reductions on the fixed route service, 
	at 17 percent for a basic fare and 25 percent for a 31-day pass. As a result, there is no disparate impact because the cost burden on Handy Ride customers is similar to fixed-route customers. 

	Although the data limitations prevent an accurate breakdown of low-income and non-low-income Handy Ride customers, there is enough information to compare Handy Ride service to fixed route service. 70 percent of Handy Ride customers have a household income of $19,999 or below, which is classified as low-income regardless of household size. Although the percentage of low-income Handy Ride users is likely much greater, the difference between 70 percent and the 82 percent of fixed route riders, meaning there is
	Public Participation and Outreach 
	FAX conducted public outreach throughout the month of August 2021 to inform riders of the proposed fare changes and solicit feedback. A virtual workshop was held on August 25at 5 pm. on the Fresno FAX Facebook and YouTube pages. In addition, FAX held 14 pop-up events at the highest ridership stops in the FAX system in order to reach the greatest number of people. The 14 pop-ups were scheduled at different days and times, and include: 
	th 

	Friday, August 13, 2021 
	Friday, August 13, 2021 

	• 
	• 
	• 
	Inspiration Park: 10:30 a.m. to 12 noon, served by Route 12 

	• 
	• 
	Riverside-El Paseo: 1 to 2:30 p.m., served by Routes 3 and 20 

	• 
	• 
	Brawley-Walmart: 2:30 to 4 p.m., served by Routes 9, 12, and 20 


	Monday, August 16, 2021 
	Monday, August 16, 2021 

	• Walnut-California: 2 to 3:30 p.m., served by Route 38 
	Tuesday, August 17, 2021 
	Tuesday, August 17, 2021 

	• Cedar-Ventura BRT Station: 9 to 11 a.m., served by Routes 1 and 38 
	• 
	• 
	• 
	Weldon-Blackstone BRT Station: 1 – 2:30 p.m., served by Routes 1 and 20 
	Thursday, August 19, 2021 


	• 
	• 
	Cedar-Shaw: 12 noon to 1:30 p.m., served by Routes 9 and 38 
	Monday, August 23, 2021 


	• 
	• 
	• 
	Manchester Transit Center: 10 a.m. to 12 noon, served by Routes 1, 28, 41 
	Tuesday, August 24, 2021 


	• A & B Shelters at Courthouse Park & Van Ness BRT Station: 9 to 11 a.m., served by Routes 1, 22, 26, 28, 32, and 34 

	• 
	• 
	El Paso-Blackstone BRT Station: 12:30 to 2 p.m., served by Routes 1, 26, 32, 38, and 58 
	Wednesday, August 25, 2021 



	Figure
	Figure 
	Figure 
	Figure 
	Figure 
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	1 -FAX Pop -Up Event 




	• 
	• 
	• 
	Shaw-Blackstone BRT Station: 10 a.m. – 12 noon, served by Routes 1 and 9 
	Thursday, August 26, 2021 


	• 
	• 
	• 
	L Shelter at Courthouse Park: 9 to 11 a.m., served by Routes 22, 26, 32, 34, and 38 
	Monday, August 30, 2021 


	• 
	• 
	• 
	Clovis-Kings Canyon BRT Station: 8:30 to 10 a.m., served by Routes 1 and 22 

	• 
	• 
	Chestnut-Kings Canyon BRT Station: 10:30 a.m. to 12 noon, served by Routes 1 and 41 




	Both the virtual workshop and series of pop-up events were held in both English and Spanish, and a sign-language interpreter provided interpretation at the virtual workshop. 
	In addition to the workshop and pop-up events, FAX undertook an extensive advertising effort in English and Spanish to inform riders about the fare changes as well as inform them about the workshop and events. This advertising effort included distribution of flyers, audio and visual announcements onboard buses, decals on fareboxes and on FAX’s schedule guide, newspaper advertisements, information at bus rapid transit stops, information at transit center kiosks, social media posts, the FAX newsletter, and in
	pencils at the pop-up events and by promoting the FaxOutreach@fresno.gov e-mail address, in addition 
	www.fresno.gov/fax
	www.fresno.gov/fax


	Comments collected from riders and the general public on the proposed fare changes are included in Appendix B. In conversation with FAX staff, riders expressed appreciation for the six months of free fares and understood why fares needed to be reinstated. The lower fares, and the decreased prices for 10-day and 31-day passes were popular, with the free fares for active military members and veterans especially popular. Comments received via comment cards were very similar, expressing support for the lower fa
	Conclusion 
	FAX has proposed reducing fares by 17 to 25 percent across all fare types on both fixed route and Handy Ride services, as well as expanding free fares to children under 12 and to active military members and veterans. Due to the consistency of fare reductions across all fare types and due to the relatively similar rates at which low-income and non-low-income and minority and non-minority individuals use different fare types, no disparate impact or disproportionate burden was found on fixed route service due 
	The expansion of the free fare policy to active military members and veterans was found to have a potential disparate impact and disproportionate burden, but there was not enough data to confirm this. FAX will therefore collect this data as part of the next rider survey, in Spring 2022, and use the results to determine if the policy will cause a disparate impact or disproportionate burden. 
	Appendix A: Informational and Outreach Materials 
	Flyers in English and Spanish posted onto the FAX web site home page informing passengers of new fares and promoting the virtual workshop and the pop-up events: 
	P
	Figure

	Additional flyers in English and Spanish posted onto the FAX web site home page: 
	Figure
	Clicking on the flyers led to the following information on the Plans, Reports, & Notices page: 
	Figure
	Advertisement run in The Advocate Newspaper on July 30, 2021: 
	P
	Figure

	Advertisement run in “La Vida en el Valle” Newspaper on August 4, 2021: 
	P
	Figure

	Flyers in English and Spanish distributed at the 14 Pop-Up Events at Heavily Used Transit Stops: 
	Figure
	Flyers with New Fare rates in English and Spanish distributed at the 14 Pop-Up Events at Heavily Used Transit Stops, posted onto the FAX web site, and posted onto the buses: 
	Figure
	Comment Cards provided at Pop-Up Events: 
	Figure
	Banner hung at Manchester Transit Center: 
	Figure
	Placard posted on all buses informing transit riders of rate reinstatement in English and Spanish: 
	Figure
	BRT Poster Patch in English and Spanish added to system map stanchions at all BRT stations: 
	Figure
	Text of Bus Audio Announcements played in buses in English and Spanish; played from 8/1/21 to 9/18/21: 
	English
	English
	: Starting September 1, 2021, FAX will reinstate fares. For details, visit fresno.gov/lower-fares. 

	: A partir del 1 de septiembre de 2021, FAX restablecerá las tarifas. Para obtener más detalles, visite 
	Spanish

	. 
	fresno.gov/lower-fares

	Flyer posted onto Handy Ride vehicles in English and Spanish: 
	Figure
	Kiosk insert placed at Manchester Transit Center kiosk in English and Spanish: 
	P
	Figure

	Kiosk insert placed at A, B, and L Shelters at Courthouse Park in Downtown Fresno in English and Spanish: 
	P
	Figure

	July 2021 – “What’s New At FAX” newsletter announcing Fare Reinstatement and Title VI Outreach in English: 
	Posted on the FAX website in English and Spanish and sent to subscribers of the FAX email newsletter containing 322 subscribers. 
	Figure
	July 2021 – “What’s New At FAX” newsletter announcing Fare Reinstatement and Title VI Outreach in Spanish: 
	Posted on the FAX website in English and Spanish and sent to subscribers of the FAX email newsletter containing 322 subscribers. 
	Figure
	August 2021 – “What’s New At FAX” newsletter announcing Fare Reinstatement and Title VI Outreach in English: 
	Figure
	August 2021 – “What’s New At FAX” newsletter announcing Fare Reinstatement and Title VI Outreach in Spanish: 
	Figure
	Advertisement run in The Advocate Newspaper on August 27, 2021: 
	P
	Figure

	Advertisement run in “La Vida en el Valle” Newspaper on August 25, 2021: 
	P
	Figure

	Targeted E-mail: 
	A special message was sent on August 12, 2021, to FAX newsletter subscribers announcing the rate restructuring and the Title VI Outreach. There are 322 names contained on the email list. 
	Figure
	Virtual public meeting broadcast on Facebook and YouTube live on August 25, 2021 at 5 p.m. Recording available for viewing at . Script used for the virtual meeting is below. 
	/
	www.facebook.com/FresnoFAX


	Figure
	Poster Board for Bus Drivers: 
	P
	Figure

	Driver’s Alert Bulletin issued to every FAX bus driver: 
	P
	Figure

	Fares and Passes Web Page Updates: 
	Figure
	Decals installed onto Fareboxes on August 30, 2021: 
	P
	Figure

	Updated Schedule Guides posted onto FAX Web site in English and Spanish: 
	Figure
	Decals placed onto Schedule Guide Covers: 
	Figure
	Multiple Social Media posts throughout Pop-up Campaign advertising Pop-Up events in real time: 
	P
	Figure

	Appendix B Summary of Feedback Received at the “New Fare Structure” Pop-Up Tents 
	August 13 through August 30, 2021 
	General feedback received during conversations with passengers: 
	• 
	• 
	• 
	Appreciation for the 6 months of free fares 

	• 
	• 
	General understanding of and acceptance toward the reinstatement of fares (only two people stated that FAX should keep free fares) 

	• 
	• 
	Appreciation and excitement for the lower fares and added discounts for the 10-day and 31-day passes 

	• 
	• 
	Excitement about the free rides for military/veterans 

	• 
	• 
	Appreciation for FAX staff conducting outreach on the extremely hot days 

	• 
	• 
	Interest in learning about the recent service changes 

	• 
	• 
	Excitement and appreciation for the recent service changes, especially along Route 3 providing access to the medical facilities along Herndon 

	• 
	• 
	Interest in learning more about the network (showing the need for more educational efforts) 

	• 
	• 
	Appreciation for the promotional items (in particular, the FAX pens and the ID holders) 

	• 
	• 
	Appreciation for being able to communicate in Spanish with Spanish-speaking staff 

	• 
	• 
	Interest in hearing from FAX staff directly; learning and clarification opportunities 

	• 
	• 
	From multiple passengers: Suggestion to add phone charging ports onto the buses. 


	Comments submitted via Comment Cards in writing: 
	If these respondents did not answer the race/ethnicity question but did answer the questions related to household size and income, they were still included in the disproportionate burden analysis. The FTA directs recipients to analyze disparate impact and disproportionate burden separately. 
	If these respondents did not answer the race/ethnicity question but did answer the questions related to household size and income, they were still included in the disproportionate burden analysis. The FTA directs recipients to analyze disparate impact and disproportionate burden separately. 
	1 



	English: 
	English: 
	• 
	• 
	• 
	Petra Yáñez: Very respectful & compassionate drivers. Handy Ride is also exceptional as drivers safe & caring & respectful! 

	• 
	• 
	Vantaza Dennis: Love FAX. Safe, clean, no smoke. 

	• 
	• 
	Lois Ryan: Thank you for the free rides, great service, drivers are polite and considerate. Bus routes gets me to where I need to go. 

	• 
	• 
	Richie Venegas: I like how the bus is going to be $1 it’s awesome & I love how veterans can ride for free. 

	• 
	• 
	Eliacar Alex Valladares: Doing good lowering prices. 

	• 
	• 
	Shanon Lee: I like riding FAX to get to where you going. I remember that the bus was 75 cents back in the day. 

	• 
	• 
	Sara: Bus 22 route needs better safer stop between Millbrook & Cedar or 8/9street. 
	th 


	• 
	• 
	Tuong (Vietnamese): Sometimes drivers do not stop. 

	• 
	• 
	Alesha Sanchez: Does an outstanding job every day. 

	• 
	• 
	Sharron Young: West side, new benches new love, don’t be so intrusive on west with 28 bus. Dollar Tree on the west side. Pay it Forward. Thank you for free fare. Free vet. 

	• 
	• 
	Peter Tan: Bus 22 seem to be skip one bus a lot of times. 

	• 
	• 
	Linda: FAX workers they’re great, very nice. Very organized, knowledgeable. 

	• 
	• 
	Connie: FAX staff awesome. Well-informed. Very nice people. 

	• 
	• 
	Gloria: FAX workers are great. Very knowledgeable. Informed me very well. 

	• 
	• 
	Anonymous: FAX staff really helpful on answering questions. Also very friendly. 



	Spanish: 
	Spanish: 
	• 
	• 
	• 
	Aurelia Ramirez: Tienen un excelente servicio yo siempre viajo en FAX. Estoy contenta con su servicio y sus amables conductores. (They have excellent service I always travel with FAX. I am happy with their service and their friendly drivers.) 

	• 
	• 
	Lucilia Rubio: Gracias por su ayuda e información con nuevos precios y rutas de transporte. Me fue de mucha utilidad. Gracias. (Thank you for your help and information with new prices and routes. It was very useful to me. Thank you.) 

	• 
	• 
	Fatima: Me gustó mucho la información que recibí hoy con lo del FAX. Estoy alegre, gracias. Dios les bendiga. (I really liked the information I received today with everything having to do with FAX. I am happy, thank you. God bless you.) 

	• 
	• 
	Eila Santingo: Es una buena ayuda gracias. (It's a good help thank you.) 







