
 
 

 

 

 

 

 

 

 



 
 

 

 

 

 

 



 
 



 
 



 
 

 
 
 
 



 
 



 
 

 
 
 

 



 
 



 
 

 
 
 
 
 
 
 
 
 
 

 

 



 
 

Access Customer Satisfaction Questionnaire: Final September 27, 2017 1705 (10) 

Access Services 

Customer Satisfaction Survey 
September 27, 2017 

FINAL 
 

PERSONAL/CONFIDENTIAL 
 

A. Service Area Quotas (FROM SAMPLE) 
 

1. Antelope Valley (Between 190 and 200) 
2. Eastern Region (Between 190 and 249) 
3. Northern Region (Between 190 and 231) 
4. Santa Clarita (Between 190 and 200) 
5. Southern Region (Between 190 and 264) 
6. West/Central Region (Between 190 and 226) 
7. Overlap (Up to=61) 

 

B. May I please speak with [NAME ON SAMPLE]? 
 

 1. PERSON ON PHONE (ASK Q.1) 
 2. OTHER THAN PERSON ON PHONE (WAIT FOR PERSON NAMED IN SAMPLE, THEN ASK 

Q.1) 
 3. PERSON ON PHONE ASKS WHO'S CALLING, SAY:  "I'm [NAME OF INTERVIEWER] of 

Fairfax Research, a national research firm." (WAIT FOR PERSON NAMED IN SAMPLE, 
THEN ASK Q.1) 

 4. RESPONDENT NOT AVAILABLE, ASK:  When could I call back to talk with (him/her)? 
 5. RESPONDENT NOT ABLE TO COMPLETE SURVEY ON PHONE 
 6. RESPONDENT NOT AT THIS LOCATION (THANK AND TERMINATE) 
 7. NO (THANK AND TERMINATE) 
 

INTRODUCTION: 
 

Hello, I’m [NAME OF INTERVIEWER] of Fairfax Research, a third party research firm, calling on behalf of 
Access Services in Los Angeles County.  We are conducting a survey today with customers like you about 
your experiences using Access Services.  I would like to ask you a few questions on a confidential basis.  
(IF NECESSARY READ) Let me assure you that I am not selling anything and will only take about 15 
minutes of your time. 
 

C. Record interview language for all contacts. 
 

 1. English 
 2. Spanish 
 3. Other (SPECIFY) 
 

1. Approximately how long have you been using Access Paratransit? (READ CHOICES) 
 

1. Less than six months (CONTINUE) 
2. Six months to less than one year (CONTINUE) 
3. One year to less than two years (CONTINUE) 
4. Two years to less than three years (CONTINUE) 
5. Three years to less than five years (CONTINUE) 
6. Five years or more (CONTINUE) 
97. Don’t use Access (THANK AND TERMINATE) 
99. Don’t know/Don’t Remember (CONTINUE) 

 

2. Approximately how many one-way trips do you take each month using Access Paratransit? (READ 
CHOICES) 

 

1. Less than one 
2. One 
3. Two 
4. Three 
5. Four 

6. Five 
7. Six to nine 
8. Ten or more 
99. Don’t know/Don’t Remember 
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Now I would like you to think about your most recent trip with Access Paratransit. 
 

3. Compared to taking the bus, would you say the travel time for your most recent trip with Access 
was …? (READ CHOICES) 

 

1. Shorter than taking the bus 
2. About the same as taking the bus 
3. Longer than taking the bus 
99. Don’t know/Don’t Remember (DO NOT READ) 

 

4. Did the driver arrive within 20 minutes of your scheduled pick up time; that is, the driver arrived no 
later than 20 minutes after your scheduled pick up time?  

 

1. Yes (SKIP TO Q.6) 
2. No (ASK Q.5) 
 

IF “NO” IN Q.4, ASK Q.5: 
 

5. How many minutes after your scheduled pick-up time did the driver arrive? (RECORD 
EXACT NUMBER.  ENTER “99” IF DON’T KNOW OR DON’T REMEMBER.  ENTER “98” 
IF THEY DRIVER NEVER ARRIVED FOR THE PICK UP.) 

 

  Minutes 
 

 Let me just confirm that the driver arrived [READ ANSWER] minutes after your scheduled pick 
up?  Is that correct? 

 
 

ASK ALL RESPONDENTS 
 

I am going to ask you to rate several aspects of your most recent trip with Access.  First, I would like to 
ask you specifically about your experiences with your driver.  
 

6. Would you say your driver was …? (READ CHOICES) 
 

1. Very helpful 
2. Somewhat helpful 
3. Not very helpful 
99. (Don’t know/Refused) (DO NOT READ) 

 

7. Was your driver …? (READ CHOICES) 
 

1. Very courteous 
2. Somewhat courteous 
3. Neither courteous nor rude 
4. Somewhat rude 
5. Very rude 
99. (Don’t know/Refused) (DO NOT READ) 

 

8. Overall, how satisfied were you with the driver?  Were you …? (READ CHOICES) 
 

1. Very satisfied 
2. Somewhat satisfied 
3. Neither satisfied nor dissatisfied 
4. Somewhat dissatisfied 
5. Very dissatisfied 
99. (Don’t know/Refused) (DO NOT READ) 
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Now I would like to ask you specifically about your experiences making the reservation for your most recent 
trip with Access. 
 

9. Was the reservation agent …? (READ CHOICES) 
 

1. Very courteous 
2. Somewhat courteous 
3. Neither courteous nor rude 
4. Somewhat rude 
5. Very rude 
99. (Don’t know/Refused) (DO NOT READ) 

 

10. Did the reservation agent make the reservation accurately? 
 

1. Yes 
2. No 
99. Don’t know/Don’t Remember 

 

11. Overall, how satisfied were you with the reservation agent?  Were you …? (READ CHOICES) 
 

1. Very satisfied 
2. Somewhat satisfied 
3. Neither satisfied nor dissatisfied 
4. Somewhat dissatisfied 
5. Very dissatisfied 
99. (Don’t know/Refused) (DO NOT READ) 

 

ASK ALL RESPONDENTS 
 

12. Still thinking about your most recent trip with Access, did you speak with a customer service 
representative about a trip issue or an ETA for your trip? 

 

1. Yes (ASK QS.13-14) 
2. No (SKIP TO Q.15) 
 

IF “YES” IN Q.12, ASK QS.13-14: 
 

13. Was the customer service representative …? (READ CHOICES) 
 

1. Very courteous 
2. Somewhat courteous 
3. Neither courteous nor rude 
4. Somewhat rude 
5. Very rude 
99. (Don’t know/Refused) (DO NOT READ) 

 

14. Overall, how satisfied were you with the customer service representative?  Were you …? 
(READ CHOICES) 

 

1. Very satisfied 
2. Somewhat satisfied 
3. Neither satisfied nor dissatisfied 
4. Somewhat dissatisfied 
5. Very dissatisfied 
99. (Don’t know/Refused) (DO NOT READ) 
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ASK ALL RESPONDENTS 
 

Now I would like to ask you specifically about the vehicle you rode in during your most recent trip with 
Access.  Please tell me whether you were … very satisfied … somewhat satisfied … neither satisfied nor 
dissatisfied … somewhat dissatisfied … or very dissatisfied with …? (ROTATE AND READ QUESTIONS) 
 

 Very Smwht  Smwht Very (D.K/ 
 Sat Sat Neither Dissat Dissat Ref) 
15. The appearance of the vehicle 1 2 3 4 5 99 
16. The comfort of the vehicle 1 2 3 4 5 99 
17. The cleanliness of the vehicle 1 2 3 4 5 99 
 

18. Did you have any difficulty or problems getting into or out of the vehicle? 
 

1. Yes 
2. No 

 

Now I would like to ask you about two other aspects of your most recent trip with Access.  For each one 
please tell me whether you were … very satisfied … somewhat satisfied … neither satisfied nor 
dissatisfied … somewhat dissatisfied … or very dissatisfied.  The first one is …? (DO NOT ROTATE.  
READ IN ORDER) 
 

 Very Smwht  Smwht Very (D.K/ 
 Sat Sat Neither Dissat Dissat Ref) 
19. The actual ride in the vehicle to your destination 1 2 3 4 5 99 
 of your most recent trip with Access? 
 

20. And thinking about everything you experienced on 1 2 3 4 5 99 
 your most recent trip with Access, from 
 making the reservation to arriving at your destination, 
 how would you rate your total experience? 
 

21. What did you like most about your most recent ride, that is, what did Access do particularly well or 
what did they do that you really liked? (PROBE) Can you tell me more about that? 

 

 [RECORD VERBATIM RESPONSE] 
 

22. And what did you like least about your most recent ride, that is, what did Access not do 
particularly well or what did they do that you did not like? (PROBE) Can you tell me more about 
that? 

 

 [RECORD VERBATIM RESPONSE] 
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23. Thinking about your experiences with Access over the past couple of years, would you say the 
quality of the service has …? (READ CHOICES) 

 

1. Improved a lot (ASK Q.24) 
2. Improved a little (ASK Q.24) 
3. Not noticeably changed (SKIP TO Q.25) 
4. Gotten a little worse (SKIP TO Q.25) 
5. Gotten a lot worse (SKIP TO Q.25) 
99. (Don’t know/Refused) (DO NOT READ) (SKIP TO Q.25) 
 

IF IMPROVED “A LOT” OR “A LITTLE” IN Q.23, ASK Q.24: 
 

24. How has the quality of service improved? (PROBE. ACCEPT MULTIPLE RESPONSES. DO 
NOT READ CHOICES.)  What else? 

 

1. Nicer vehicles/Vehicles are cleaner/More comfortable 
2. Vehicles easier to enter/Exit 
3. Drivers friendlier/More courteous 
4. Drivers more helpful 
5. Drivers Better/More Careful 
6. Easier to make reservations/Reservation process easier/Better 
7. Reservations agents friendlier/More helpful 
8. Reservation agents more knowledgeable 
9. More punctual/On time/Arrive when promised 
10. Better information/Information about services easier to understand. 11. More 

responsive to my needs 
12. Offers more services/More programs/Better programs 
98. Other (SPECIFY) 
99. Don’t know/Refused 

 
 

ASK ALL RESPONDENTS 
 

25. What do you feel Access should do to improve your overall experience using their services? 
(PROBE) What else? 

 

 [RECORD VERBATIM RESPONSE] 
 

Next, I’d like you to ask you about your experience calling Access. 
 

26. Have you contacted Access Customer Service in the past six months to file a complaint? 
 

1. Yes (ASK TO Q.27) 
2. No (SKIP TO Q.31) 
 

IF “YES” IN Q.26, ASK Q.27: 
 

27. Did you request customer service to provide a response to your complaint? 
 

1. Yes (ASK Q.28) 
2. No (SKIP TO Q.30) 

 

IF “YES” IN Q.27, ASK Q.28: 
 

28. Did you receive a response to your complaint? 
 

1. Yes (ASK Q.29) 
2. No (SKIP TO Q.30) 

 

IF “YES” IN Q.28, ASK Q.29: 
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29. Did you feel that the issues that led to your complaint were resolved? 
 

1. Yes (ASK Q.30) 
2. No (ASK Q.30) 

 
 

IF “YES” IN Q.26, ASK Q.30: 
 

30. Overall, how satisfied are you with the way Access responds to your concerns? Are you … 
(READ CHOICES) 

 

1. Very satisfied 
2. Somewhat satisfied 
3. Neither satisfied nor dissatisfied 
4. Somewhat dissatisfied 
5. Very dissatisfied 
99. (Don’t know/Refused) (DO NOT READ) 

 

 
 

ASK ALL RESPONDENTS 
 

31. Have you contacted Access Customer Service in the past six months to file a commendation? 
 

1. Yes (ASK TO Q.32) 
2. No (SKIP TO Q.33) 
 

IF “YES” IN Q.31, ASK Q.32: 
 

32. Could you please tell me about the type or nature of the commendation? (PROBE) Anything 
else? 

 

 [RECORD VERBATIM RESPONSE] 
 
 

ASK ALL RESPONDENTS 
 

33. Have you ever called Access Operations Monitoring Center (OMC) because of a missed trip or to 
reschedule a trip? 

 

1. Yes (ASK Q.34) 
2. No (SKIP TO Q.37) 
 

IF “YES” IN Q.33, ASK Q.34: 
 

34. Did Access OMC send you a backup trip? 
 

1. Yes (ASK Q.35) 
2. No (SKIP TO Q.36) 

 

IF “YES” IN Q.34, Q.35: 
 

35. How long did you wait for the driver to arrive, was it …? (READ CHOICES) 
 

1. Less than one hour (ASK Q.36) 
2. One hour to less than two hours (ASK Q.36) 
3. More than two hours (ASK Q.36) 
99. (Don’t know/Don’t remember) (DO NOT READ) (ASK Q.36) 

 

IF “YES” IN Q.33, ASK Q.36: 
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36. Overall, how satisfied are you with your experience calling Access OMC because of a missed 
trip or rescheduling a trip?  Are you …? (READ CHOICES) 

 

1. Very satisfied 
2. Somewhat satisfied 
3. Neither satisfied nor dissatisfied 
4. Somewhat dissatisfied 
5. Very dissatisfied 
99. (Don’t know/Refused) (DO NOT READ) 

 
 

ASK ALL RESPONDENTS 
 

37. While riding in an Access vehicle have you ever asked the driver to assist you to the door of your 
residence without arranging the request in advance? 

 

1. Yes (ASK Q.38) 
2. No (SKIP TO Q.40) 
 

IF “YES” IN Q.37, ASK QS.38-39: 
 

38. When you asked for the driver’s help without making the request in advance, how often did he 
or she assist you to your door? Was it … (READ CHOICES) 

 

1. Always 
2. Often 
3. Sometimes 
4. Rarely 
5. Never 
99. (Don’t know/Don’t remember) (DO NOT READ) 

 

39. How satisfied are you with the way the driver responded to your request to assist you to your 
door?  Are you …? (READ CHOICES) 

 

1. Very satisfied 
2. Somewhat satisfied 
3. Neither satisfied nor dissatisfied 
4. Somewhat dissatisfied 
5. Very dissatisfied 
99. (Don’t know/Refused) (DO NOT READ) 
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ASK ALL RESPONDENTS 
 

40. When making a reservation, have you ever requested beyond the curb service for a trip? (IF THEY 
ASK WHAT BEYOND THE CURB MEANS SAY: “door to door.”) 

 

1. Yes (ASK Q.41) 
2. No (SKIP TO Q.43) 
 

IF “YES” IN Q.40, ASK QS.41-42: 
 

41. When you requested beyond the curb service, how often was the service provided? Was it … 
(READ CHOICES) 

 

1. Always 
2. Often 
3. Sometimes 
4. Rarely 
5. Never 
99. (Don’t know/Don’t remember) (DO NOT READ) 

 

42. How satisfied are you with the way Access has handled your requests for beyond the curb 
service?  Are you …? (READ CHOICES) 

 

1. Very satisfied 
2. Somewhat satisfied 
3. Neither satisfied nor dissatisfied 
4. Somewhat dissatisfied 
5. Very dissatisfied 
99. (Don’t know/Refused) (DO NOT READ) 

 
 

ASK ALL RESPONDENTS 
 

43. When riding with Access do you travel with a service animal? 
 

1. Yes (ASK Q.44) 
2. No (SKIP TO Q.47) 
 

IF “YES” IN Q.43, ASK Q.44: 
 

44. Have you experienced difficulties or had problems traveling with your service animal? 
 

1. Yes (ASK Q.45) 
2. No (SKIP TO Q.47) 

 

IF “YES” IN Q.44, ASK Q.45: 
 

45. Does this happen … (READ CHOICES) 
 

1. Always (ASK Q.46) 
2. Often (ASK Q.46) 
3. Sometimes (ASK Q.46) 
4. Rarely (ASK Q.46) 
99. (Don’t know/Don’t remember) (DO NOT READ) (SKIP TO Q.47) 

 

IF “ALWAYS, OFTEN, SOMETIMES OR RARELY”, IN Q.45, ASK Q.46: 
 

46. What types of difficulties or problems have you experienced traveling with your 
service animal? (PROBE FOR SPECIFICS) What else? 

 

 [RECORD VERBATIM RESPONSE] 
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ASK ALL RESPONDENTS 
 

47. Please tell me if you have NOT made a trip with Access in the last year for any of the following 
reasons? (READ IN RANDOM ORDER. ACCEPT MORE THAN ONE RESPONSE.) 

 

1. Could not schedule the pickup time you requested 
2. Long rides 
3. Shared rides 
4. Late pickup 
5. Missed pickup 
6. Difficulty traveling with service animal 
7. Difficulty traveling with oversized mobility device 
98. Or some other reason (SPECIFY) 
99. Don’t know/Don’t Remember (DO NOT READ) 

 

[Internet/Smart Phone Usage] 
 

Now I would like to talk to you about computers and the Internet. 
 

48. Do you have access to the Internet at home, at work, or somewhere else? 
 

1. Yes 
2. No 

 

49. Do you have a cell phone? 
 

1. Yes (ASK Q.50) 
2. No (SKIP TO Q.52) 
 

IF “YES” IN Q.49, ASK Q.50: 
 

50. Is it a smart phone? 
 

 1. Yes (ASK QS.51) 
 2. No (SKIP TO Q.52) 

 

IF “YES” IN Q.50, ASK Q.51: 
 

51. Have you ever downloaded an app with your smart phone? 
 

1. Yes 
2. No 
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ASK ALL RESPONDENTS 
 

52. Do you use a mobility device like a wheelchair or scooter? 
 

1. Yes (ASK Q.53) 
2. No (SKIP TO Q.57) 

 

IF “YES” IN Q.52, ASK Q.53: 
 

53. Is this mobility device an oversized wheelchair or scooter? 
 

1. Yes (ASK Q.54) 
2. No (SKIP TO Q.57) 

 

IF “YES” IN Q.53, ASK Q.54: 
 

54. Have you ever experienced difficulties or had problems with your oversized mobility 
device when riding with Access? 

 

1. Yes (ASK Q.55) 
2. No (SKIP TO Q.57) 

 

IF “YES”, IN Q.54, ASK Q.55: 
 

55. Does this happen … (READ CHOICES) 
 

1. Always (ASK Q.56) 
2. Often (ASK Q.56) 
3. Sometimes (ASK Q.56) 
4. Rarely (ASK Q.56) 
99. (Don’t know/Don’t remember) (DO NOT READ) (SKIP TO Q.57) 

 

IF “ALWAYS, OFTEN, SOMETIMES OR RARELY”, IN Q.55, ASK Q.56: 
 

56. What types of difficulties or problems have you experienced riding with 
Access with your oversized mobility device? (PROBE FOR SPECIFICS) 
What else? 

 

 [RECORD VERBATIM RESPONSE] 
 

 

 

 
 

ASK ALL RESPONDENTS 
 

57. How satisfied are you overall with Access? Are you …? (READ CHOICES) 
 

1. Very satisfied 
2. Somewhat satisfied 
3. Neither satisfied nor dissatisfied 
4. Somewhat dissatisfied 
5. Very dissatisfied 
99. (Don’t know/Refused) (DO NOT READ) 
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[Demographics] 
 

And now I have just a few final questions for statistical purposes. 
 

Question 58: 
 
Please make sure the interviewers emphasize the number includes the respondent.  
Record the exact number.  Please confirm their answer to question 58.  This is done to 
eliminate interviewer errors when entering the response.  Probe to get an answer.  
However, please enter “99” if the respondent refuses to answer the question. 
 

58 Including you, how many people live in this household?  (RECORD EXACT NUMBER.  ENTER 99 
FOR REFUSED OR DON’T KNOW) 

  
 

 Let me just confirm that, including yourself, you have [READ ANSWER] (person/people) living in this 
household? 

 

59. What is your age, please? (READ CHOICES) 
 

 1. Less than 18 years old 
 2. 18 to 24 years old 
 3. 25 to 34 years old 
 4. 35 to 44 years old 
 5. 45 to 54 years old 
 6. 55 to 64 years old 
 7. 65 or older 
 99. (Refused) (DO NOT READ) 
 

60. What is the highest level of schooling you have completed? (READ CHOICES) 
 

 1. Less than high school 
 2. High school graduate 
 3. Some college/Community college/Vocational school 
 4. College graduate 
 5. Post-graduate degree 
 99. (Refused) (DO NOT READ) 
 

61. Which of the following best describes your current employment status?  Are you … (READ 
CHOICES) 

 

 1. Working part-time, less than 30 hours a week 
 2. Working full-time, 30 or more hours a week 
 3. Unemployed/Laid off 
 4. Retired 
 5. Permanently disabled 
 6. Homemaker 
 7. Student and not-working 
 8. Student and working 
 98 (Other) (SPECIFY) (DO NOT READ) 
 99. (Refused) (DO NOT READ) 
 

62. Are you of Hispanic, Latino, or Spanish origin?  (IF NO, ASK:) What is your main ethnic or racial 
heritage? (READ CHOICES) 

 

 1. Hispanic/Latino/Spanish (DO NOT READ) 
 2. Asian American/Pacific Islander 
 3. Black/African American 
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 4. White/Caucasian 
 98. Or something else (SPECIFY) 
 99. (Refused) (DO NOT READ) 
 

63. What is the primary language you speak at home? (DO NOT READ) 
 

1. English 
2. Spanish 
98. Other (SPECIFY) 
99. Refused 

 

64. Approximately what is your total annual family income before taxes?  Please stop me when I read 
the right category. 

 

 1. Less than $10,000 
 2. $10,000 to less than $20,000 
 3. $20,000 to less than $30,000 
 4. $30,000 to less than $40,000 
 5. $40,000 to less than $50,000 
 6. $50,000 or more 
 99. (Don’t know/Refused) 
 

65. What is your zip code, please? 
 

     
 
 

66. Gender (DO NOT READ) 
 

 1. Male 
 2. Female 
 

May I verify that I have spoken with [RESPONDENT NAME]?  Is this correct? 
 

RESPONDENT NAME: _______________________________________________ 
 

And may I verify that I reached you at [PHONE NUMBER]?  Is this correct? 
 

TELEPHONE: ( ) ______________________________________________ 
 AREA NUMBER 
 

Those are all of my questions.  Thank you very much for completing this survey.  Have a good day. 
 

Please call or email me with any questions.  Thanks. 
 


