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INTRODUCTION 

 

This report details the findings of an onboard survey of SamTrans bus riders. The fieldwork on this 

study was conducted in September, October, and November 2021. In total, 2,369 completed 

questionnaires were collected and tabulated. 

 

Key objectives of the survey include: 

 Reporting trip characteristics such as: usage of SamTrans, fare category, trip purpose, 

access/egress, trip length, etc. 

 Assessing the ratings of 12 specific service characteristics. 

 Identifying sources used by riders for SamTrans route/schedule information. 

 Providing a current user profile of SamTrans riders. 

 

This report includes an executive overview, which highlights the most salient results, followed by a 

detailed results section that provides data on each question asked in the survey. The Appendix of this 

report includes a copy of the English, Spanish, and Chinese language questionnaires, technical 

information on survey methodology and weight factors used, information on routes sampled, and 

verbatim comment coding information. The complete statistical tables and printout of verbatim 

comments are included in separate reports. 

 

Please note that the percentages included in this report may not add to 100% due to statistical 

rounding. 

 

Questions regarding this project may be directed to: Julian Jest, 650-508-6245 

 

Changes in SamTrans Service Since Last Survey 

Since the previous survey the COVID-19 Pandemic has had a significant impact on SamTrans ridership, 

which decreased by as much as 75% compared to pre-Pandemic ridership. At the time of surveying 

ridership was down by 43% compared to pre-Pandemic ridership. In response to lower ridership, and 

the public health crisis with the onset of the Pandemic, SamTrans temporarily suspended school 

service, reduced service on 31 routes, and suspended four routes (118, 274, 275 and 276), limited on-

board capacity and suspended fare collection. Free rides have been provided to all riders going to or 

from vaccination sites in San Mateo County. 

 

Service restoration and the resumption of fare collection (with safety measures in place) began in 

August 2020 with a focus on allocating resources/restoring service on routes with high ridership that 

were exceeding the maximum onboard capacity. By October 2021, pre-Pandemic levels of school 

service had been restored, as well as pre-pandemic service to most routes. While capacity is no 

longer limited onboard buses, safety measures continue to be implemented such as riders and bus 

operators being required to wear face coverings onboard the bus, and the installation of operator 

barriers on all buses.  

 

Prior to the Pandemic, SamTrans initiated new services. In August 2019, SamTrans launched new 

service, including the Route FCX, which provided morning and evening express service between 
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Foster City and San Francisco. Due to the Pandemic’s impact on office commute patterns, the FCX has 

been operating at reduced service levels since April 2020 due to significantly reduced demand. There 

was a pilot Microtransit service (SamTrans OnDemand) in Pacifica that converted the FLX Pacifica 

route into an on-demand service. The pilot launched in May 2019 and concluded in May 2020. After 

the pilot period for SamTrans OnDemand ended, service reverted to the original FLX Pacifica route. 

Having launched in 2018, the ECR Rapid was suspended in January 2020 owing to a shortage in 

operators. Changes were made to Route 280 and 286 to improve transfers between SamTrans and 

Caltrain. 

 

The Linda Mar Park & Ride lot was repaved, restriped, and the ADA parking stalls were made level 

with the bus shelter on site. A Transit Signal Priority system was installed along El Camino Real to 

improve the reliability of Route ECR by extending the duration of green lights when a bus is 

approaching the intersection. 

 

Fleet upgrades during this time include the receipt of 55 articulated buses equipped with USB 

charging ports and Q-Pod wheelchair restrain systems for deployment on Route ECR. Those buses 

replaced buses that had reached the end of their useful life. A Transit Signal Priority system was 

installed along El Camino Real to improve the reliability of Route ECR by extending the duration of 

green lights when a bus is approaching the intersection. 

 

Fare changes: In 2019, the following changes were made to SamTrans fares: a reduction in the price 

of the local day pass from $5.50 to $4.50; free transfers between local SamTrans routes within a two-

hour window when using a Clipper card or the SamTrans mobile app; and the elimination of the 

additional charge for riders departing from San Francisco, change cards, group sales and the 50-ride 

ticket book. SamTrans also began participating in the Clipper Start program, which provides a 50% 

discount on a single ride fare for low-income adult riders. The price of the SamTrans bulk pass (the 

Way2Go Pass) was reduced in August 2021. 
 

 

Methodology and Response Rate 

The survey was conducted as an onboard self-administered questionnaire distributed to SamTrans 

riders. Surveyors boarded pre-selected routes and attempted to distribute questionnaires to all 

passengers on the bus. Completed surveys were collected by these surveyors (who stayed onboard 

during the bus ride). 

 

Specific steps were taken to ensure the highest possible response rate. This includes using 

professional/experienced onboard surveyors on the project, printing the questionnaire in English, 

Spanish, and Chinese, providing the option of calling and having the survey conducted via a language 

line in other languages, offering an opportunity to be entered into a drawing for selected prizes ($200 

gift card and SamTrans Monthly passes), and providing a business reply mail-back option for persons 

who did not have time to complete the survey onboard.  
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The overall response was high for a systemwide bus survey of this type. Key response rate statistics 

are as follows: 

- 60% Completion Rate. This is calculated by dividing the total number of completes (2,369) by 

the total number of questionnaires distributed to passengers (3,983). 

- 46% Response Rate. This is calculated by dividing the total number of completes (2,369) by all 

eligible passengers riding on the sampled buses (5,169).  
(Note: “all eligible passengers” includes everyone except: children under 13, riders who had already participated, those who had a language 

barrier, and on-duty SamTrans employees/law enforcement.) 
 

Please see the appendix for additional details on distribution procedures and response rate 

information. 

 

Field interviewing on this project was conducted from Tuesday, September 14, through Friday, 

November 19, 2021. The bulk of the surveying was conducted between the hours of 5:30 am and 10 

pm. Weekday shifts were allocated to allow for surveying during morning and afternoon peak 

periods, as well as off-peak periods. Specific routes were selected for each surveyor to ensure that 

interviewing on specific routes was conducted during different times of the day.  
 

Surveyors returned completed questionnaires to Corey, Canapary & Galanis’ office following the 

completion of the fieldwork. Editing, coding, and inputting were done in-house once the 

questionnaires were returned.  
 

 

Sampling 

In total, 2,369 completed surveys were conducted. This total equates to a system-wide margin of 

error of +/- 2.01% (at the 95% confidence level). The sampling on the study was designed to achieve a 

cross section of riders utilizing different routes in San Mateo County. Surveying was attempted on all 

regular fixed-route buses, as well as many school/community routes. Surveys were collected on 43 

fixed routes (including all heavily traveled and medium traveled routes). 
 

Each shift was assigned to allow a surveyor to cover multiple scheduled runs on selected routes. 

Depending on the route, two to ten full runs were covered in each allocated shift. On longer routes, 

such as the ECR, fewer runs were covered in a single shift because the surveyor remained on the bus 

for the full length of the bus route.  

 

Routes were selected by establishing a protocol which grouped routes by ridership: a) highly traveled 

routes, b) moderately traveled routes, and c) lightly traveled routes. In addition to ridership volume, 

geographic route locations were also considered as a secondary consideration when determining 

which routes to sample. Consideration was given to ensuring that a diverse, and well represented, 

selection of routes from the Northern, Central, and Southern regions of San Mateo County. About 

85% of the shifts were assigned to weekday routes, and 15% to weekend routes. Routes were also 

selected to ensure proper coverage of the Coastside region of SamTrans' service area (e.g., in and 

around Pacifica and Half Moon Bay). 

 
COVID Measures 

In order to keep both interviewers and riders safe during this project, the following COVID prevention 

measures were taken during this project: 

 Interviewer staff was fully vaccinated against COVID; 



2021 SamTrans Triennial Customer Survey | Summary Report 

6 | P a g e  

 Interviewers were fully masked whenever on board buses or in or around stops, including when speaking 

with riders; 

 Physical distancing was maintained as fully as possible; and 

 Interviewers had gloves, sanitizing wipes, and other protective items fully available to them. 

 

Weighting 

The number of surveys completed was compared to SamTrans ridership averages for the months of 

September, October, and November 2021. The data was then weighted by route according to total 

ridership. Specific weighting details are included in the appendix of this report.  

 

Statistically Significant Differences 

As was mentioned previously, for the total number of respondents (n = 2,369) who participated in the 

survey, the margin of error is +/- 2.01% at the 95% confidence level. The margin of error for some 

other key sub-groups which are shown in this report:  

- Weekday peak (n = 1,119).  +/-2.93% at the 95% confidence level; 

- Weekday off-peak (n = 1,034). +/-3.05% at the 95% confidence level; 

- Weekend (n = 216). +/-6.67% at the 95% confidence level. 

 

Comparison to Previous Triennial Reports 

In previous reports, “don’t know/blank” responses were included in calculating responses. For this 

report, “don’t know/blank” responses in each question were removed and percentages were 

calculated from the remaining responses. Where data from previous reports are shown, “don’t 

know/blank” responses were removed from previous data, and these percentages were recalculated.  
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EXECUTIVE SUMMARY 
 

Half of SamTrans riders are long-time users, but there is a substantial share of new riders who have 

started using the system within the past six months. 

 One-quarter (25%) of riders have been riding SamTrans for less than a year, about the same as 

2018 and 2015 (28% and 27% respectively).  Compared to 2018, there is a slight decrease in those 

riding six months to one year and a corresponding increase in those who have been riding six 

months or less.  

 About half of riders (53%) have been using SamTrans for more than three years. This is about the  

 same as 2018 (51%) and a slight increase from 2015 (49%). 
 

Most SamTrans riders rely on the system as their primary mode of transportation and use it at least 

4 days per week. 

 Most riders (82%) use SamTrans at least 4 days per week, with nearly two-thirds (64%) using it at  

 least five days a week. 

 One-fourth (26%) of SamTrans riders own or have access to a car; this is down slightly  

 from 2018 (31%) and 2015 (28%).  

 Most riders (80%) say the primary reason they use SamTrans is because they don’t have a car or  

 don’t drive.  
 

Most riders walk to the SamTrans bus stop. Half of riders are coming from home. 

 Walking is the primary mode in getting to and from SamTrans; 75% walk to their bus stop, and  

 73% walk from the bus stop to their destination. 

 Half of riders (54%) were coming from home. Two-thirds (68%) of weekend riders are  

 coming from home. 

 

Cash and one-way tickets remain popular options. 

 While half of all riders (56%) pay for their trip with some form of Clipper, either the Clipper Card  

 (44%) or the Clipper Mobile App (12%), nearly one-third of all riders (32%) still pay for their  

 trip with cash. 

 Cash fare riders are less likely than riders overall to have a checking/savings account/credit card 

(49%), more likely to have completed a questionnaire in Spanish (52%) and are more likely to 

have lower household incomes (average income of $36,242 for cash users vs. $46,507 among 

riders overall). 

 Half of riders (56%) are paying their fare the same way they did two years ago. 

 One-third of riders are traveling using the one-way ticket (31%) and one-fourth (29%) use the 

monthly pass. While weekday peak riders were most likely to use the monthly pass, weekend 

riders were the most likely to use the one-way ticket (34%) or the day pass (26%).  

 

A higher share of SamTrans riders use it for work trips – and this is true across all time periods. 

 Work is the primary trip purpose for all time periods – with 48% of Weekday Peak riders, 54% of  

 Weekday Off-Peak riders, and 49% of Weekend riders going to or from work. 
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 Overall, half of riders (51%) are traveling to or from work, and 21% are traveling to or from  

 school, when using SamTrans. While the share of riders traveling for school is similar to 2018  

(23%) and lower than in 2015 (29%), the percentage traveling for work has shown an increase 

compared to previous years. In 2018, 43% traveled for work, and 46% traveled for work in 2015. 

 School is the second most common trip purpose among Weekday Peak (32%) and Weekday Off- 

 Peak (14%) riders; however, among weekend riders, shopping (26%) trips are the second most  

 common trip purpose. 
 

 Overall, SamTrans is generally well regarded by its customers. 

 Over three-quarters of riders (79%) are satisfied with their experience on the system overall, 

giving SamTrans a ‘4’ or ‘5’ rating on a 5-point scale. The overall mean score was 4.20. While the 

mean score was slightly lower than the 4.23 scored in 2018, this difference is not statistically 

significant.  

 While weekend riders are much more likely to be Very Satisfied (5.0), SamTrans achieved 

relatively consistent satisfaction ratings among major demographic and use sub-groups. A mean 

score of 4.09 or more was given by: weekday peak riders, off-peak riders, weekend riders, 

frequent and infrequent users, those who have access to a car, those who do not have access to a 

car, and customers of all major age, income, and gender sub-groups.  

 Riders who use two or more buses rate SamTrans more highly than those who do not transfer.  
    

     Overall Satisfaction 

      2021  
 Buses on one-way trip   mean score  

 1     4.18  

   2     4.24  

   3 or more     4.22  
  

 

 Riders who ride SamTrans 3 or more days a week rate SamTrans lower than those who ride less 

than once a week.  
    

      Overall Satisfaction 

      2021 2018 2015 
 Ride…    mean score mean score mean score 

 5 or more days/week   4.20 4.22 4.22  

   3 – 4 days/week    4.18 4.21 4.25 

   1 – 2 days/week    4.12 4.31 4.23 

   Less than once a week  4.39 4.28 4.31 
  

 

 

  Riders who have been riding SamTrans longer rate the experience about the same as riders who 

have been riding for less than one year.  
 

       Overall Satisfaction 

      2021  2018  2015  
 Have been riding…    mean score mean score mean score 

 Less than one year    4.20 4.24 4.22 

   1 – 3 years    4.16 4.17 4.21 

   More than 3 years   4.23 4.25 4.25   
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 Those using southern SamTrans routes are more satisfied than riders on other routes.  

 
       Overall Satisfaction 

     2021 2018 2015 

   Geographic type of route…   mean score mean score mean score 

   Trunk (Multiple Regions)  4.20 4.18 4.17 

   North     4.21 4.32 4.27 

   Central     4.13 4.16 4.21 

 South     4.27 4.17 4.28 

   Coastside     4.20 4.13 - 
    

 Riders who completed the Spanish language questionnaire are more satisfied than those who 

filled out the English or Chinese language questionnaires. (Study-wide, 83% of completed surveys 

were completed in English, while 16% were completed in Spanish, and 2% were completed in 

Chinese.) 

 
       Overall Satisfaction 

     2021  2018  2015 

        mean score mean score mean score 

 English language questionnaire 4.20  4.21  4.46 

   Spanish language questionnaire 4.25  4.36  4.21 

   Chinese language questionnaire 4.19  - - 

 

Note: The mean score is used for the comparisons since it reflects a weighted average for all respondents 

who gave a rating (don’t know/no answer responses are not included in the mean score). 5.00 is the 

optimal positive score and 1.00 is the lowest score. 
 

Among specific service attributes, SamTrans scored the highest ratings on courtesy of operators, 

value for the money, and personal safety on the bus. It received the lowest ratings on frequency of 

buses among the 12 attributes rated. 

 

 2021 

Base (All Respondents): 2,369 

Overall Mean 

Score 

Satisfied 

(5 or 4 rating) 

Dissatisfied 

(1 or 2 rating) Neutral/NA 

 (5-point scale) (%) (%) (%) 

Overall experience with SamTrans 4.20 79 5 16 

Courtesy Of Bus Operators 4.25 78 6 17 

Value For the Money 4.22 77 7 16 

Feeling Of Personal Safety on The Bus 4.20 78 7 15 

Cleanliness Of Bus 4.18 76 6 18 

Routes Go Where I Want to Go 4.16 76 8 16 

Helpfulness/Courtesy of Customer Service  4.09 51 7 42 

Feeling Of Personal Safety at Bus Stops 4.02 70 8 22 

Communication Of Route Changes 3.93 61 10 28 

Availability Of Information on Buses 3.91 65 12 23 

On-Time Performance 3.85 66 12 23 

Real-Time Departure Prediction 3.81 62 13 25 

Frequency Of Buses 3.76 60 15 25 
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 No increases from 2018 attribute scores were statistically significant. The attributes with  

statistically significant decreases were “Availability of Information on Buses” (-0.31), 

“Helpfulness/Courtesy of Customer Service Center” (-0.12), “Communication of Route Changes” (-

0.09), “Feeling of Personal Safety on The Bus” (-0.08), and “Cleanliness of Bus” (-0.05) 

 The ratings with the greatest impact on overall satisfaction were: 

o Routes going where I want to go; 

o Feeling of personal safety onboard the bus; 

o Value for the money;  

o Bus cleanliness;  

o Courtesy of bus operators; and 

o Feeling of personal security at bus stops.  
 

Most riders get SamTrans schedule and real time departure information at the SamTrans website 

or Google maps.   

 Google Maps was selected by a third of riders (37%) as the place that they would most likely go 

to get SamTrans schedule and real time update information. 

 Two in ten riders (22%) said they get scheduled information from The SamTrans website 

(www.samtrans.com).   

 Just over one in ten (15%) would use the SamTrans Mobile App.  

 Notably, (12%) get their information from the printed timetable.  
 

Social media is the main news source for nearly half (44%) of riders. Television news was cited by 

another one-third (39%) of riders.  

 Websites (19%), mobile app (17%), and the newspaper (12%) were the next most cited sources 

local news and events. Radio at 8% was the least cited news source. 

 

Nearly three-quarters (70%) of SamTrans riders have access to a checking account, a savings 

account, or a credit card.  

 Respondents making $75,000 or more annually (87%) were much more likely to have an account 

 than those making less than $25,000 annually (64%).  

 

SamTrans riders speak a multitude of languages in addition to English.  

 Respondents reported 45 different languages when asked what languages were spoken at home.  

 English (75%), Spanish (37%), and Tagalog (16%) are the top languages spoken at home by 

SamTrans riders, followed by Cantonese (4%) and Mandarin (3%).  
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CHARTS – KEY FINDINGS 
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OVERALL SATISFACTION 
Please let us know how well SamTrans is meeting your needs by rating each item below. Circle a 

number from one to five, where 5=Very Satisfied and 1=Very Dissatisfied. If the question does not 

apply, circle NA for Not Applicable. 

 

11M. Overall experience with SamTrans? 
 

 

 

 
Base: Total (2,369)        (See Statistical Table 11M)  

 

 

44%

35%

13%

3%
2%

3%

Very   Satisfied    (5) (4) (3) (2) Very Dissatisfied (1) Not Applicable

79% Very/Somewhat 
Satisfied
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OVERALL SATISFACTION – SUB-GROUP MEAN SCORE RATINGS 
Please let us know how well SamTrans is meeting your needs by rating each item below. Circle a 

number from one to five, where 5=Very Satisfied and 1=Very Dissatisfied. If the question does not 

apply, circle NA for Not Applicable. 

 

11M. Overall experience with SamTrans? 

 

 

      

    Mean Score  

 Satisfaction Rating by…  (5 point scale) 

     

 Total (n = 2,369) .........................................  4.20  

 

 Ridership Segment 

  Weekday Peak (n = 1,119) .......................  4.18 

  Weekday Off-Peak (n = 1,034) .................  4.20 

  Weekend (n = 216) .................................  4.32 

   

 Language of Questionnaire 

  English (n =1,964) ....................................  4.20 

  Spanish (n =369) ....................................  4.25   

  Spanish (n =36) .....................................  4.19  

   

 How Long Riding SamTrans 

  Less than 1 year (n = 588) ......................  4.20 

  1 – 3 years (n = 500) ...............................  4.16 

  More than 3 years (n =1,245) ..................  4.23     

 
 

         (See Statistical Table 11M) 
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ON-TIME PERFORMANCE 
Please let us know how well SamTrans is meeting your needs by rating each item below. Circle a 

number from one to five, where 5=Very Satisfied and 1=Very Dissatisfied. If the question does not 

apply, circle NA for Not Applicable. 

 

11G. On-Time Performance? 

 

 

Base: Total (2,369)        (See Statistical Table 11G) 

34%

31%

20%

7%

5%

3%

Very Satisfied (5) (4) (3) (2) Very Dissatisfied (1) Not Applicable

66% 
Very/Somewhat 

Satisfied
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RATING OF SERVICE ATTRIBUTES (MEAN SCORES) 
Please let us know how well SamTrans is meeting your needs by rating each item below. Circle a 

number from one to five, where 5=Very Satisfied and 1=Very Dissatisfied. If the question does not 

apply, circle NA for Not Applicable. 

 

 
         Mean Score 
           (5 point scale) 

 

    OVERALL EXPERIENCE WITH SAMTRANS ....   4.20  
    

 Courtesy of Bus Operators .............................   4.25 
  

 Value for the Money ......................................   4.22  

  

 Feeling of Personal Safety on Bus ..................   4.20   
 

 Cleanliness of Bus ..........................................   4.18 

 

 Routes Go Where I Want to Go .....................   4.16 

  

 Helpfulness/Courtesy of Customer Service ...   4.09   
  

 Feeling of Personal Safety at Bus Stops .........   4.02   
 

 Communication of Route Changes ................   3.93 
  

 Availability of Information on the Bus ...........   3.91  
  

 Real-Time Departure Prediction ....................   3.81 
 

 On-Time Performance ...................................   3.85  
 

 Frequency (how often buses run) ..................   3.76 
  
 

Base: Total (2,369)      (See Statistical Tables 11A-11M) 

 

 

Note: Mean score based on a 5-point scale. 5.00 is the optimal positive score and 1.00 is the lowest score. 
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RIDERSHIP TENURE 
1. How long have you been riding SamTrans? 

 

 

 

 

Base: Total (2.369)      (See Statistical Table Q1) 

 

20%

5%

21%

53%

6 months or less More than 6 months - 1 year 1 - 3 years More than 3 years

25% are relatively 
new riders
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FREQUENCY OF RIDING SAMTRANS 
2. How often do you usually ride SamTrans? 

 

 

 

Base: Total (2.369)        (See Statistical Table Q2) 

 

 

 
  

 

  

33%
31%

19%

9% 8%

6-7 days/week 5 days/week 3-4 days/week 1-2 days/week Less than once a week
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REASONS FOR RIDING SAMTRANS 
3. What is your main reason for riding SamTrans? [multiple responses accepted] 

 
 

 

 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Only the top responses provided by 5% or more of respondents are shown above; see tables for a complete 

list. 

 

Base: Total (2,369)        (See Statistical Table Q3) 

80%

14%

11%

10%

7%

5%

Don't have a car/don't drive

Save money (gas, wear/tear on car)

Help the environment

Relax or reduce stress

Avoid traffic

Faster than other options
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PAYMENT TYPE 
5. How did you pay for this bus trip? 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Base: Total (2,369)      (See Statistical Table Q5) 

 

44%

32%

12%

5%

5%

2%

Clipper Card

Cash At Farebox

Clipper Mobile App

Samtrans Mobile App

Token (Paper/Coin)

Other
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PURPOSE OF TRIP 
7. What is the main purpose of your trip today? 

 

 

 

Multiple responses accepted 
 

^Response was not listed on the survey instrument but was written in by respondents 

 

Base: Total (2,369)      (See Statistical Table Q7) 

51%

21%

17%

10%

3%

2%

4%

Work

School

Shopping

Social/ Recreational

Personal Business/ Errands^

Medical^

Other
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ACCESS 
8a. How did you get to the bus stop where you BOARDED this bus? 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

Multiple responses accepted 
 

 

Base: Total (2,369)      (See Statistical Table Q8a) 

  

75%

9%

7%

3%

2%

2%

2%

1%

1%

1%

Walked All The Way

Another Samtrans Bus

BART

Muni

Bicycled

Caltrain

Dropped Off By Car

VTA

Free Shuttle

Other
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EGRESS 
8b. How will you get from this bus to your final destination? 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

Multiple responses accepted 
 

 

Base: Total (2,369)      (See Statistical Table Q8b) 

  

73%

11%

6%

4%

3%

2%

2%

1%

Walked All The Way

Another SamTrans Bus

BART

Muni

Bicycled

Picked Up By Car

Caltrain

Other
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ACCESS TO A CAR 
12. Do you own or have access to a car? 

 

 

 

 

 

Base: Total (2,369)      (See Statistical Table Q12) 

 

 

  

26%

74%

Yes No
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SOURCES FOR SAMTRANS INFORMATION 
26.  Where do you access the bus schedule and real-time departure? 

 

Multiple responses accepted 
 

Base: Total (2,369)      (See Statistical Table Q26) 

 

37%

22%

15%

12%

12%

8%

6%

5%

3%

Google Maps

www.SamTrans.com

Samtrans Mobile App

Transit Mobile App

Printed Timetables

511.org

Other Mobile App (Unspecified)

Samtrans Customer Service

Other
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SOURCES FOR LOCAL NEWS AND EVENTS 
27.  What is your main source for local news and events? 

 

 

Multiple responses accepted 
 

Base: Total (2,369)      (See Statistical Table Q27) 

 

  

44%

39%

19%

17%

12%

8%

2%

Social Media

TV News

Website

Mobile App

Newspaper

Radio

Other
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SATISFACTION RATINGS COMPARISON  

2021 vs. 2018 
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OVERALL SATISFACTION  

2021 vs. 2018 
 

Please let us know how well SamTrans is meeting your needs by rating each item below. Circle a number 

from one to five, where 1= Very Dissatisfied and 5 = Very Satisfied. 

10L. Overall experience with SamTrans? 
 

 

 

 

 

 
Base: Total (2,369)       (See Statistical Table Q11M) 

 

 

44%

35%

13%

3% 2% 3%

44%

38%

14%

18%

1% 1%

Very Satisfied (5) (4) (3) (2) Very Dissatisfied (1) Not Applicable

2021 2018
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RATING OF SERVICE ATTRIBUTES (MEAN SCORES) 

2021 vs. 2018  

(Changes in grey not statistically significant) 
Please let us know how well SamTrans is meeting your needs by rating each item below. Circle a number 

from one to five, where 1= Very Dissatisfied and 5 = Very Satisfied. 

  

 2021  2018  Change 

Overall Experience with SamTrans 

  
4.20 4.23 -0.03 

Availability Of Information on Buses  3.91 4.22 -0.31 

Helpfulness/Courtesy of Customer Service Center 

(1-800-660-4287) 

 

4.09 4.21 -0.12 

Communication Of Route Changes* 

 

3.93 4.02 -0.09 

Feeling Of Personal Safety on The Bus^ 

 

4.20 4.28 -0.08 

Cleanliness Of Bus** 

 

4.18 4.23 -0.05 

Courtesy Of Bus Operators 

 

4.25 4.30 -0.05 

Routes Go Where I Want to Go^^ 

 

4.16 4.21 -0.05 

Real-Time Departure Prediction 

 

3.81 3.85 -0.04 

Frequency Of Buses 

 

3.76 3.79 -0.03 

On-Time Performance 

 

3.85 3.84 0.01 

Value For the Money  4.22 4.20 0.02 

Feeling Of Personal Safety at Bus Stops^^^ 4.02 - - 
 

Note: Mean score based on a 5-point scale. 5.00 is the optimal positive score and 1.00 is the lowest score. 
 

*In2018, this was phrased “Communication of Bus Changes” 

^In 2018, this was phrased as “Feeling of Personal Security on Bus” 

**In 2018 this was phrased as “Cleanliness of Bus Exteriors” 

^^In 2018, this was phrased as “Convenience of Routes” 

^^^Not asked in 2018 

 

Base: Total (2,369)       (See Statistical Tables Q11A-Q11M) 
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QUADRANT ANALYSIS 
 

The chart on the next page is designed to help set priorities for future initiatives to improve customer 

satisfaction. This chart quantifies how important each service characteristic appears to be from a customer 

perspective (using the vertical axis) and shows the average customer rating for each characteristic (using the 

horizontal axis).  

 

The vertical axis crosses the horizontal axis at the average (mean) performance rating.  Values along the 

horizontal axis are average ratings. Customers marked their ratings on a scale of 1 = Very Dissatisfied and 5 = Very 

Satisfied, so higher ratings on the right side of the Quadrant Chart are better scores and those on the left side are 

worse. The vertical axis ("Derived Importance") scale was derived by correlating each of the service attributes 

with customers' overall satisfaction levels. Those service attributes having strong correlations with overall 

satisfaction are seen as "More Important,” while those with weaker correlations are seen as "Less Important."  

 

For example, customer ratings of route convenience (“routes going where I want to go”) are very strongly 

correlated with overall satisfaction (i.e., customers that find SamTrans routes go where they want to go tend to 

be more satisfied overall, and conversely customers that find SamTrans routes do not go where they want to go 

to be less satisfied overall). On the other hand, customer ratings of helpfulness of the customer service center 

have only a weak correlation with overall satisfaction (i.e., it is not uncommon for customers to rate helpfulness 

of the customer service center highly, even though they are dissatisfied overall with SamTrans services). 

Therefore, route convenience is located in the upper part of the chart, while helpfulness of the customer service 

center is located in the lower part. 

 

Specific values along the vertical axis are derived by calculating ratios between correlation coefficients for each 

service attribute and the median correlation level. Those service attributes above 100 are more correlated with 

overall satisfaction, while those below 100 are less so. 

 

The ratings with the greatest impact on overall satisfaction were: 

o Routes going where I want to go; 

o Feeling of personal safety onboard the bus; 

o Value for the money;  

o Bus cleanliness;  

o Courtesy of bus operators; and 

o Feeling of personal security at bus stops.  
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o  

CUSTOMER SATISFACTION QUADRANT ANALYSIS 
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DETAILED RESULTS 
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USAGE OF SAMTRANS 
HOW LONG RIDING SAMTRANS 
Q1. How long have you been riding SamTrans? 

 

 One quarter of respondents have been riding SamTrans less than one year (25%) – a slight decrease 

from 2018 and 2015.  However, this decrease exclusively comes from those riding 6 months to 1 

year. 

 

 Weekday Off-Peak and Weekend riders are more likely to have ridden SamTrans for more than 

three years. 
 

 2021 

Total 

2018 

Total 

2015 

Total 

Base (All Respondents) 2,369 4,229 6,430 

 (%) (%) (%) 

6 months or less 20 19 19 

More than 6 months but less than 1 year 5 9 8 

1 to 3 years 21 22 24 

More than 3 years 53 51 49 

TOTAL  100  100  100 

 

 

 2021 

 Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

6 months or less 20 23 18 19 

More than 6 months but less than 1 year 5 6 4 6 

1 to 3 years 21 23 21 17 

More than 3 years 53 49 58 58 

TOTAL 100 100 100 100 

 
 

 

(See Statistical Table Q1) 
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HOW OFTEN RIDE 
Q2. How often do you usually ride SamTrans? 

  

 Most riders (82%) use SamTrans at least 4 days per week.  

 In 2021, Weekday Peak riders are least likely to use SamTrans 6-7 days per week (30%), but most 

likely to use SamTrans 5 days a week (37%). 
 

 2021 

Total 

2018 

Total 

2015 

Total 

Base (All Respondents) 2,369 4,229 6,430 

 (%) (%) (%) 

6-7 days/week 33 34 33 

5 days/week 31 32 32 

4 days/week 18 10 10 

3 days/week 1 8 9 

2 days/week 6 6 6 

1 day/week 3 2 3 

1-3 days/month 4 4 4 

Less than once a month 5 4 4 

TOTAL  100  100  100 

 

 2021 

 Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

6-7 days/week 33 30 35 35 

5 days/week 31 37 28 20 

4 days/week 18 18 17 22 

3 days/week 1 1 1 0 

2 days/week 6 6 6 5 

1 day/week 3 2 3 3 

1-3 days/month 4 3 5 6 

Less than once a month 5 3 6 9 

TOTAL  100  100  100  100 

 
 

(See Statistical Table Q2) 



2021 SamTrans Triennial Customer Survey | Summary Report 

34 | P a g e  

REASON FOR USING SAMTRANS 
Q3.  What is your main reason for riding SamTrans? 

 

 Eight of every ten SamTrans riders (80%) said they primarily use SamTrans because they don’t 

have a car or don’t drive.  

 Other common reasons for using SamTrans include saving money (gas, wear and tear on car) 

(14%), helping the environment (11%), and the ability to do other things (10%). 

 

 2021 

Total 

2018 

Total 

2015 

Total 

Base (All Respondents) 2,369 4,229 6,430 

 (%) (%) (%) 

Don't have a car/don't drive 80 76 79 

Save money (gas, wear & tear on car) 14 16 15 

Help the environment 11 10 8 

Ability to do other things 10 6 5 

Avoid traffic 7 11 7 

Faster than other options 5 6 5 

Lack of/cost of parking 4 6 4 

Employer helps pay for transit pass 2 3 2 

Go to school/work 2 2 1 

Other (Unspecified) 1 <1 <1 

  
  

 2021 

 Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

Don't have a car/don't drive 80 81 81 77 

Save money (gas, wear & tear on car) 14 12 14 20 

Help the environment 11 11 10 13 

Ability to do other things 10 9 11 7 

Avoid traffic 7 7 7 11 

Faster than other options 5 6 4 3 

Lack of/cost of parking 4 4 4 5 

Employer helps pay for transit pass 2 2 2 - 

Go to school/work 2 3 1 2 

Other (Unspecified) 1 1 1 1 

 

(Multiple answers accepted)       (See Statistical Table Q3) 
  

Responses with less than 1% are not shown; for a complete list, see Statistical Tables. 
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TRIP SPECIFIC INFORMATION 
TICKET TYPE 

4. What ticket type did you use for this bus trip? * 

 

 While 29% of SamTrans riders use a monthly pass, half (52%) use a one-way ticket (31%) or day 

pass (21%). 

 While weekday peak riders were most likely to use the monthly pass, weekend riders were the 

most likely to use the one-way ticket (34%) or the day pass (26%).  
 

 

 
  

 2021 

 Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

One-Way Ticket 31 30 32 34 

Monthly Pass 29 32 26 26 

Day Pass 21 17 23 27 

Clipper (Unspecified) 14 16 14 9 

Way2Go Pass 3 3 2 3 

Other (Unspecified) 2 2 2  

Redi-Wheels 1 0 1  

TOTAL  100  100  100  100 
         

(See Statistical Table Q4) 

*Question was not asked in 2018 or 2015. 

 

  

 2021 

Total 

  

Base (All Respondents) 2,369   

 (%)   

One-Way Ticket 31   

Monthly Pass 29   

Day Pass 21   

Clipper (Unspecified) 14   

Way2Go Pass 3   

Redi-Wheels 2   

Other (Unspecified) 1   

TOTAL  100   
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PAYMENT TYPE 
Q5. How did you pay for this bus trip? 

Q6. Were you paying your fare the same way two years ago? 

 

 The Clipper Card is the most popular payment type with nearly half (44%) of riders overall using it 

to pay their fare.  

 Notably, one-third of riders (32%) paid their fare with cash. 
 

 

 

**Not available on that year’s survey. 
 

 2021 

How did you pay for this bus trip? Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

Clipper Card 44 47 42 40 

Cash at farebox 32 29 34 39 

Clipper Mobile App 12 13 11 11 

SamTrans Mobile App 5 5 5 6 

Token 5 5 5 3 

Paratransit/Senior/Redi Wheels 1 1 2 1 

Other (Unspecified) 1 1 1 - 

TOTAL  100  100  100  100 

     

Were you paying your fare the same 

way two years ago? 

Total Weekday Peak Weekday Off-Peak Weekend 

Yes 56 54 58 58 
 

 (See Statistical Table Q5 and Q6) 

 2021 

Total 

2018 

Total 

2015 

Total 

Base (All Respondents) 2,369 4,229 6,430 

 (%) (%) (%) 

Clipper Card 44 ** ** 

Cash at farebox 32 34 41 

Clipper Mobile App 12 ** ** 

SamTrans Mobile App 5 ** ** 

Token 5 4 5 

Paratransit/Senior/Redi Wheels 1 ** ** 

Other (Unspecified) 1 <1 <1 

Clipper Cash value ** 30 22 

Clipper Monthly Pass ** 19 17 

Paper Monthly Pass ** 4 6 

Caltrain Monthly Pass ** 1 1 

TOTAL  100  100  100 
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TRIP PURPOSE 
Q7. What is the main purpose of your trip today?  

 

 Half of all respondents were using SamTrans to go to or from work (51%), while 21% said they 

used SamTrans to go to school. 

 Work was the primary trip purpose across all time periods. 
 

 2021 

Total 

2018 

Total 

2015 

Total 

Base (All Respondents) 2,369 4,229 6,430 

 (%) (%) (%) 

Work 51 43 46 

School 21 23 29 

Shopping 17 13 13 

Social/recreational 10 12 13 

Personal business/Errands 3 2 2 

Medical 2 2 2 

Go Home 1 2 - 

Church/Temple/Volunteer <1 1 1 

Other (Unspecified) 3 4 1 

TOTAL  100  100  100 

 
  

 2021 

 Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

Work 51 48 54 49 

School 21 32 14 4 

Shopping 17 13 19 26 

Social/recreational 10 7 13 17 

Personal business/Errands 3 2 4 3 

Medical 2 1 2 1 

Go Home 1 2 1 1 

Church/Temple/Volunteer <1 - <1 - 

Other (Unspecified) 3 2 3 2 

TOTAL  100  100  100  100 
 

 
   

(See Statistical Table Q7) 
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ACCESS AND EGRESS 
Q8a. How did you get to the bus stop where you boarded this bus? 

Q8b. After you get off this bus, how will you get from the bus stop to your final destination? 

  

 Three-quarters (75%) of riders walked all the way to the bus stop where they boarded the bus, 

and about the same share of riders (73%) will walk  from the end point of their current bus trip to 

their final destination. 

 Those who did not walk to/from their bus stop were most likely to transfer to/from another 

SamTrans bus or to/from another public transit system – including BART, Muni, Caltrain, VTA, a 

free shuttle, or Dumbarton Express. 
 

 

 

 

 

  

 2021 

Access 

2021 

Egress 

Base (All Respondents) 2,369 2,369 

 (%) (%) 

Walked All the Way 75 73 

Another SamTrans Bus 9 11 

BART 7 6 

Muni 3 4 

Bicycled 2 3 

Caltrain 2 2 

Dropped Off/Picked up by Car 2 2 

VTA 1 <1 

Free Shuttle 1 1 

Dumbarton Express <1 <1 

Drove Car Alone <1 <1 

Uber, Lyft or Similar <1 <1 

Other (Unspecified) <1 1 
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  2021 - ACCESS 

 Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

Walked All the Way 75 76 74 71 

Another SamTrans Bus 9 9 8 11 

BART 7 7 7 7 

Muni 3 3 3 6 

Bicycled 2 2 3 2 

Caltrain 2 2 1 3 

Dropped Off/Picked up by Car 2 2 2 1 

VTA 1 1 1 - 

Free Shuttle 1 1 <1 1 

Dumbarton Express <1 <1 <1 - 

Drove Car Alone <1 <1 - - 

Uber, Lyft or Similar <1 <1 - - 

Other (Unspecified) <1 <1 <1 1 

 

  2021 - EGRESS 

 Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

Walked All the Way 73 75 70 73 

Another SamTrans Bus 11 10 13 9 

BART 6 5 7 7 

Muni 4 3 4 6 

Bicycled 3 2 3 3 

Picked Up by Car 2 2 1 - 

Caltrain 2 1 2 2 

Free Shuttle 1 1 1 1 

VTA 0 <1 <1 - 

Drove Car Alone 0 <1 <1 - 

Uber, Lyft or Similar 0 <1 <1 - 

Dumbarton Express 0 <1 - - 

Other (Unspecified) 1 1 1 - 

  
(Multiple answers accepted)       (See Statistical Tables 8A & 8B) 
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NUMBER OF SAMTRANS BUSES USED* 
Q9. Including this bus, how many total SamTrans buses will you ride to make this one-way trip? 

 

 More than half of riders (60%) use one bus for their trip. 

 However, 40% use 2 or more buses for their trip. This share has not changed significantly when 

comparing the 2021 and 2018 studies. 

 Those using 3 buses or more are more likely to have used SamTrans three or more years; more 

likely to use SamTrans five or more days per week; and also tend to be lower income. 
 

 

 
  

 2021 

 Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

One (1) bus 60 65 57 56 

Two (2) buses 30 27 34 33 

Three (3) buses 5 5 5 5 

Four or more (4+) buses 4 3 5 7 

TOTAL  100  100  100  100 

 
* The percentage using multiple SamTrans buses may be inflated somewhat. Some respondents may be indicated the number of 

SamTrans buses for the full day rather than for “this one-way” trip. 

 

 

 (See Statistical Table Q9) 

 

 

 

 

 2021 

Total 

2018 

Total 

2015 

Total 

Base (All Respondents) 2,369 4,229 6,430 

 (%) (%) (%) 

One (1) bus 60 62 57 

Two (2) buses 30 29 32 

Three (3) buses 5 6 7 

Four or more (4+) buses 4 4 4 

TOTAL  100  100  100 
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COMING FROM HOME 
Q10. Are you coming from home on this trip? 

  

 Half of riders (54%) are coming from home 
 

 2021 

Total 

  

Base (All Respondents) 2,369   

 (%)   

Yes 54   

No 46   

TOTAL  100   

 
  

 2021 

 Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

Yes 54 52 54 68 

No 46 49 46 32 

TOTAL  100  100  100  100 

 
 (See Statistical Table Q10) 
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SATISFACTION RATINGS 
RATING OF SERVICE ATTRIBUTES 
Q11. Please let us know how well SamTrans is meeting your needs by rating each item below. 

 

 Riders rated SamTrans service overall an average of 4.20 out of 5.00 in 2021 (with 5 being “very 

satisfied” and 1 being “very dissatisfied”), while this is slightly lower than the 4.23 average in 

2019, this difference is not statistically significant. 

 No increases from 2018 attribute scores were statistically significant. The attributes with 

statistically significant decreases were “Availability of Information on Buses” (-0.31), 

“Helpfulness/Courtesy of Customer Service Center” (-0.12), “Communication of Route Changes” (-

0.09), “Feeling of Personal Safety on The Bus” (-0.08), and “Cleanliness of Bus” (-0.05) 

 
  

 2021 

Base (All Respondents): 2,369 

Overall Mean 

Score 

Satisfied 

(5 or 4 rating) 

Dissatisfied 

(1 or 2 rating) Neutral/NA 

 (5-point scale) (%) (%) (%) 

Overall experience with SamTrans 4.20 79 5 16 

Courtesy Of Bus Operators 4.25 78 6 17 

Value For the Money 4.22 77 7 16 

Feeling Of Personal Safety on The Bus 4.20 78 7 15 

Cleanliness Of Bus 4.18 76 6 18 

Routes Go Where I Want to Go 4.16 76 8 16 

Helpfulness/Courtesy of Customer Service  4.09 51 7 42 

Feeling Of Personal Safety at Bus Stops 4.02 70 8 22 

Communication Of Route Changes 3.93 61 10 28 

Availability Of Information on Buses 3.91 65 12 23 

On-Time Performance 3.85 66 12 23 

Real-Time Departure Prediction 3.81 62 13 25 

Frequency Of Buses 3.76 60 15 25 

 

(See Statistical Tables Q11A-Q11M) 

 
Note: Mean score is based on a 5-point scale. 5.00 is the optimal positive score and 1.00 is the lowest score. 
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Survey Attributes – 2021 vs. 2018 
 

Change is statistically significant 
 

 

(5-point scale) 2021 2018 Change 
Base (All Respondents) 2,369 4,229  

Overall experience with SamTrans 4.20 4.23 -0.03 

Availability Of Information on Buses 3.91 4.22 -0.31 

Helpfulness/Courtesy of Customer Service  4.09 4.21 -0.12 

Communication Of Route Changes* 3.93 4.02 -0.09 

Feeling Of Personal Safety on The Bus^ 4.20 4.28 -0.08 

Cleanliness Of Bus** 4.18 4.23 -0.05 

Courtesy Of Bus Operators 4.25 4.30 -0.05 

Routes Go Where I Want to Go^^ 4.16 4.21 -0.05 

Real-Time Departure Prediction 3.81 3.85 -0.04 

Frequency Of Buses 3.76 3.79 -0.03 

On-Time Performance 3.85 3.84 0.01 

Value For the Money 4.22 4.20 0.02 

Feeling Of Personal Safety at Bus Stops^^^ 4.02 - - 
 

Survey Attributes – Home Location of Riders 
 Mean Score by Home Location of Riders (2021) 

 

(5-point scale) 

Overall 

Mean 

San 

Mateo 

County 

San 

Francisco 

County 

Santa 

Clara 

County 

East Bay 

Region 

North Bay 

Region 

Base (All Respondents) 2,369 1,517 187 22 42 2** 

Overall experience with SamTrans 4.20 4.20 4.18 4.62 4.27 5.00 

Courtesy Of Bus Operators 4.25 4.26 4.27 4.48 4.15 4.49 

Value For the Money 4.22 4.23 4.12 4.62 4.39 4.51 

Feeling Of Personal Safety on The Bus 4.20 4.21 4.16 4.59 4.08 4.51 

Cleanliness Of Bus 4.18 4.18 4.19 4.48 4.29 4.51 

Routes Go Where I Want to Go 4.16 4.18 4.04 4.22 4.14 4.49 

Helpfulness/Courtesy of Customer Service  4.09 4.09 3.96 4.76 4.18 - 

Feeling Of Personal Safety at Bus Stops 4.02 4.03 3.96 4.27 3.88 4.49 

Communication Of Route Changes 3.93 3.96 3.72 4.24 3.96 4.51 

Availability Of Information on Buses 3.91 3.93 3.86 3.87 3.95 3.51 

On-Time Performance 3.85 3.85 3.86 4.05 3.94 3.49 

Real-Time Departure Prediction 3.81 3.81 3.77 4.16 4.03 4.51 

Frequency Of Buses 3.76 3.80 3.52 3.76 3.65 4.49 
 

(See Statistical Tables Q11A-Q11M) 
 

Note: Mean score is based on a 5-point scale. 5.00 is the optimal positive score and 1.00 is the lowest score. 
 

*In2018, this was phrased “Communication of Bus Changes” 

^In 2018, this was phrased as “Feeling of Personal Security on Bus” 

**In 2018 this was phrased as “Cleanliness of Bus Exteriors” 

^^In 2018, this was phrased as “Convenience of Routes” 

^^^Not asked in 2018 
** Caution: Extremely Low Base  
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Survey Attributes - Language of Questionnaire 
 

 Mean Score by Language of Questionnaire (2021) 

 

(5-point scale) 

Overall 

Mean English Spanish Chinese 

Base (All Respondents) 2,369 1,964 369 36 

Overall experience with SamTrans 4.20 4.20 4.25 4.19 

Courtesy Of Bus Operators 4.25 4.24 4.25 4.59 

Value For the Money 4.22 4.22 4.20 4.38 

Feeling Of Personal Safety on The Bus 4.20 4.18 4.30 4.45 

Cleanliness Of Bus 4.18 4.16 4.31 4.30 

Routes Go Where I Want to Go 4.16 4.16 4.16 4.14 

Helpfulness/Courtesy of Customer Service  4.09 4.09 4.07 3.96 

Feeling Of Personal Safety at Bus Stops 4.02 4.02 4.05 4.31 

Communication Of Route Changes 3.93 3.90 4.09 4.04 

Availability Of Information on Buses 3.91 3.88 4.07 4.23 

On-Time Performance 3.85 3.85 3.89 3.77 

Real-Time Departure Prediction 3.81 3.79 3.95 3.81 

Frequency Of Buses 3.76 3.75 3.84 3.75 
 

Survey Attributes – Geographic Region of Routes 
 

 Mean Score by Geographic Region of Route (2018) 

 

(5-point scale) 

Overall 

Mean 

Northern 

Routes 

Central 

Routes 

Southern 

Routes 

Coastal 

Routes 

Multiple 

Regions 

Base (All Respondents) 2,369 842 222 187 93 1,025 

Overall experience with SamTrans 4.20 4.21 4.13 4.27 4.20 4.20 

Courtesy Of Bus Operators 4.25 4.29 4.21 4.26 4.28 4.21 

Value For the Money 4.22 4.15 4.13 4.22 4.31 4.29 

Feeling Of Personal Safety on The Bus 4.20 4.20 4.22 4.19 4.36 4.18 

Cleanliness Of Bus 4.18 4.25 4.18 4.12 4.18 4.15 

Routes Go Where I Want to Go 4.16 4.12 4.08 4.18 4.39 4.18 

Helpfulness/Courtesy of Customer Service  4.09 4.05 3.88 4.19 4.32 4.12 

Feeling Of Personal Safety at Bus Stops 4.02 4.05 4.10 4.02 4.10 3.98 

Communication Of Route Changes 3.93 3.90 3.73 3.96 3.91 3.98 

Availability Of Information on Buses 3.91 3.91 3.75 3.96 4.00 3.93 

On-Time Performance 3.85 3.96 3.82 3.77 4.01 3.77 

Real-Time Departure Prediction 3.81 3.89 3.69 3.67 3.85 3.80 

Frequency Of Buses 3.76 3.84 3.60 3.82 3.71 3.74 
 

(See Statistical Tables Q11A-Q11M) 
 

Note:  Mean score is based on a 5-point scale. 5.00 is the optimal positive score and 1.00 is the lowest score. 
 

Northern routes are 24, 28, 35, 49, 112, 120, 121, 122, 130, 140, 141 

Central routes are 56, 57, 60, 61, 62, 95, 250, 251, 256, 260, 270, 275, 278, 295 

South routes are 81, 87, 280, 281, 286, 296 

Coastal routes are 14, 17, 18, 110, FLXP 

Multiple Region routes are 292, 294, 397, 398, ECR, FCX, SFO  
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OVERALL SATISFACTION WITH SAMTRANS 
Q10L. Overall experience with SamTrans 
  

 Overall, 79% of SamTrans riders are satisfied with their experience on the system, rating their  

 satisfaction a “4” or “5” (out of 5.00). 

 Weekend riders were more satisfied (4.32) than Weekday Peak (4.18) and Weekday Off-Peak  

 (4.20). 
 

 2021 

Total 

2018 

Total 

2015 

Total 

Base (All Respondents) 2,369 4,229 6,430 

 (%) (%) (%) 

(5) Very satisfied 44 44 39 

(4) 35 38 35 

(3) 13 14 12 

(2) 3 2 2 

(1) Very dissatisfied 2 1 1 

Not Applicable 3 1 1 

 100 100 100 

    

Recap:    

Satisfied (4 or 5) 79 82 73 

Neutral (3) 13 14 12 

Dissatisfied (1 or 2) 5 3 3 

    

Mean  4.20 4.23 4.23 

 

  2021 

 Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

(5) Very satisfied 44 43 44 51 

(4) 35 35 37 30 

(3) 13 14 12 13 

(2) 3 3 3 1 

(1) Very dissatisfied 2 2 2 1 

Not Applicable 3 3 3 3 

 100 100 100 100 

     

Mean 4.20 4.18 4.20 4.32 

 

(See Statistical Table Q11M)                  
Note: Mean score is based on a 5-point scale. 5.00 is the optimal positive score and 1.00 is the lowest score. 
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OVERALL SATISFACTION WITH SAMTRANS – BY SUB-GROUPS  
 

 BASE MEAN 

VERY SATISFIED 

(5) 

SATISFIED 

(4) 

DISSATISFIED 

(1 OR 2) NEUTRAL/NA 

 # 5-PT SCALE % % % % 

       

TOTAL 2,369 4.20 44 35 6 16 

       

BY RIDERSHIP SEGMENT       

  WEEKDAY PEAK 1,119 4.18 43 35 6 16 

  WEEKDAY OFF-PEAK 1,034 4.20 44 37 5 15 

  WEEKEND 216 4.32 51 30 4 16 

       

BY USE OF SAMTRANS       

  5+ DAYS/WEEK 1,474 4.20 45 35 6 15 

  3-4 DAYS/WEEK 437 4.18 43 36 5 16 

  1-2 DAYS/WEEK 198 4.12 39 38 3 19 

  LESS THAN 1/WEEK 196 4.39 53 28 8 16 

       

BY HOW LONG RIDING SAMTRANS       

  LESS THAN ONE YEAR 588 4.20 43 38 6 15 

  1 TO 3 YEARS 500 4.16 41 38 5 16 

  MORE THAN 3 YEARS 1,245 4.23 46 33 5 16 

       

BY TRIP PURPOSE       

  WORK/SCHOOL 1,641 4.15 43 35 6 16 

  OTHER 814 4.30 49 33 4 14 

       

BY ACCESS TO A VEHICLE       

  YES 545 4.18 42 40 4 14 

  NO 1,517 4.22 45 34 6 16 

       

GENDER       

  MALE 1,068 4.21 45 37 5 13 

  FEMALE 1,036 4.21 44 35 5 17 

  OTHER/REFUSED 265 4.11 41 28 11 25 

       

BY GEOGRAPHIC REGION OF ROUTE       

  NORTH 842 4.21 45 36 6 14 

  CENTRAL 222 4.13 39 41 5 14 

  SOUTH 187 4.27 45 35 6 17 

  COASTAL 93 4.20 41 40 6 14 

  MULTIPLE REGIONS 1,025 4.20 45 33 6 17 

       

BY LANGUAGE OF QUESTIONNAIRE       

  ENGLISH 1,964 4.20 43 37 5 15 

  SPANISH 369 4.25 52 21 8 21 

  CHINESE 36 4.19 51 26 3 16 
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 BASE MEAN 

VERY SATISFIED 

(5) 

SATISFIED 

(4) 

DISSATISFIED 

(1 OR 2) NEUTRAL/NA 
 # 5-PT SCALE % % % % 

       

Total 2,369 4.20 44 35 6 16 

       

By Number Of Buses       

  1 Buses 1,390 4.18 43 37 5 15 

  2 Buses 701 4.24 47 34 5 15 

  3 Or More Buses 210 4.22 48 28 9 18 

       

By Age       

  13 To 17 529 4.20 43 38 5 14 

  18 To 24 233 4.09 34 45 4 17 

  25 To 34 299 4.19 45 34 4 17 

  35 To 44 241 4.30 52 28 4 16 

  45 To 54 282 4.19 41 39 4 15 

  55 To 64 283 4.12 42 36 7 15 

  65 And Older 284 4.40 57 26 4 12 

       

By Income       

  Under $10,000 355 4.24 52 25 7 15 

  $10,000 To $24,999 337 4.36 54 28 2 16 

  $25,000 To $49,999 491 4.22 44 37 3 16 

  $50,000 To $74,999 229 4.15 39 41 4 16 

  $75,000 To $99,999 101 4.14 40 44 6 11 

  $100,000 To $124,999 85 4.19 42 42 5 11 

  $125,000 To $149,999 45 3.81 25 44 13 18 

  $150,000 And Over 97 4.09 33 45 4 18 

       

Checking/Savings Account Or Credit 

Card 

      

  Yes 1,441 4.23 43 39 4 14 

  No 606 4.22 48 28 8 18 

       

By Fare Payment       

  Clipper Mobile App 257 4.23 46 36 4 14 

  SamTrans Mobile App 110 4.36 53 33 3 11 

  Clipper Card 969 4.14 39 40 5 17 

  Cash At Farebox 708 4.27 50 31 5 15 

  Token 107 4.24 49 35 6 10 

  Other 218 4.12 43 28 6 23 
 

 
(See Statistical Table Q11M)                  
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COMMUNICATION  
ACCESS TO THE INTERNET 
Q25. Where do you access the Internet? 

 

 Over half of respondents access the internet either at home (58%) or through their mobile phone 

(58%). Only 8% of respondents indicated they have no access to the Internet at all.  
 

 2021 

Total 

2018 

Total 

2015 

Total 

Base (All Respondents) 2,369 4,229 6,430 

 (%) (%) (%) 

Home 58 51 45 

Cell/mobile 58 64 54 

Work 19 20 13 

I do not have access to the Internet 8 8 10 

School, Library, or other public area 8 6 9 

Other mobile device 8 4 7 

Other  1 <1 <1 

 

 2021 

 Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

Home 58 62 54 60 

Cell/mobile 58 59 58 53 

Work 19 20 18 20 

I do not have access to the Internet 8 7 9 6 

School, Library, or other public area 8 9 7 4 

Other mobile device 8 8 7 8 

Other  1 1 1 1 

 

 

 

(Multiple answers accepted)        (See Statistical Table Q25) 
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SOURCES FOR SAMTRANS INFORMATION 
Q26. Where do you access the bus schedule and real -time departure information? (Multiple responses 

accepted) * 
  

 Riders are most likely to get bus schedule and real-time departure information from the Google 

Maps (37%), the SamTrans website (22%), and the SamTrans Mobile App (15%) 
 

 

 2021 

Total 

2018 

Total 

2015 

Total 

Base (All Respondents) 2,369 4,229 6,430 

 (%) (%) (%) 

Google maps 37 23 17 

www.SamTrans.com 22 30 39 

SamTrans Mobile App 15 9 - 

Transit Mobile App 12 - - 

Printed Timetable  12 20 39 

511 8 13 18 

Other mobile app (Unspecified) 6 4 3 

SamTrans customer service 5 5 7 

Friends/Family/Co-Workers 1 <1 1 

Other 2 3 2 
   

 2021 

 Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

Google maps 37 37 37 44 

www.SamTrans.com 22 24 22 12 

SamTrans Mobile App 15 14 16 16 

Transit Mobile App 12 12 12 12 

Printed Timetable  12 11 13 15 

511 8 8 9 8 

Other mobile app (Unspecified) 6 6 6 3 

SamTrans customer service 5 6 5 5 

Friends/Family/Co-Workers 1 1 <1 - 

Other 2 3 2 3 
 

(See Statistical Table Q26)         
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LOCAL NEWS AND EVENTS 
Q27. What is your main source for local news and events? 

 

 Overall, 44% use social media as their main source of news and events, while 39% cited TV news and 19% 

mentioned websites. 

 

 2021 

Total 

2018 

Total 

 

Base (All Respondents) 2,369 4,229  

 (%) (%)  

Social Media 44 30  

TV News 39 37  

Website 19 39  

Mobile App 17 13  

Newspaper 12 14  

Radio 8 9  

Friends/Family/Co-Workers 1 1  

Other (Unspecified) 1 2  

 

 2021 

 Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

Social Media 44 48 41 40 

TV News 39 38 38 44 

Website 19 18 20 24 

Mobile App 17 17 17 23 

Newspaper 12 10 13 13 

Radio 8 8 8 7 

Friends/Family/Co-Workers 1 1 0 1 

Other (Unspecified) 1 1 2 1 
 

(See Statistical Tables Q27)   
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RIDER CHARACTERISTICS 
CHECKING/SAVINGS ACCOUNT/CREDIT CARD 
Q24. Do you have a checking account, a savings account, or a credit card? 

 

 Seven in ten (70%) of respondents have a checking account, a savings account, or a credit card. 

Weekend riders and Weekday Off-Peak are slightly more likely (76% and 74% respectively) to 

have an account than Weekday Peak riders (66%). 

 

 2021 

Total 

2018 

 Total  

Base (All Respondents) 2,369 4,229 

 (%) (%) 

Yes 70 74 

No 30 26 

 100  100 

 

 2021 

 Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

Yes 70 66 74 76 

No 30 34 26 24 

  100  100  100  100 

 

  
 

(See Statistical Table Q24) 
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ACCESS TO A CAR 
Q12. Do you own or have access to a car? 

 

 One quarter (26%) of respondents have access to a car. Those with higher incomes and Weekday 

Peak riders are more likely to have vehicle access. 

 

 2021 

Total 

2018 

 Total  

2015  

Total 

Base (All Respondents) 2,369 4,229 6,430 

 (%) (%) (%) 

Yes 26 31 28 

No 74 69 61 

  100  100  100 

 

 2021 

 Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

Yes 26 28 26 21 

No 74 72 74 79 

  100  100  100  100 

 

  
 

(See Statistical Table Q12) 
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LANGUAGES SPOKEN AT HOME 
Q23. Which languages are spoken in your home? (Multiple responses accepted)  

 

 Respondents listed 45 languages spoken in their homes. English, Spanish, and Tagalog remain the 

top languages spoken at home by SamTrans riders. 
 

 2021 

Total 

2018 

 Total  

2015  

Total 

Base (All Respondents) 2,369 4,229 6,430 

 (%) (%) (%) 

English 75 68 76 

Spanish 37 26 30 

Tagalog 16 17 15 

Cantonese 4 4 3 

Mandarin 3 3 3 

Hindi Or Other Indian Language 1 1 2 

Arabic 1 1 1 

Vietnamese 1 1 1 

Burmese 1 1 <1 

Other (Unspecified) 1 1 <1 

 

 2021 

 Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

English 75 77 76 66 

Spanish 37 37 37 33 

Tagalog 16 13 17 29 

Cantonese 4 4 4 8 

Mandarin 3 3 2 3 

Hindi Or Other Indian Language 1 1 1 1 

Arabic 1 1 1 <1 

Vietnamese 1 1 1 <1 

Burmese 1 0 1 - 

Other (Unspecified) 1 1 1 - 

 

(Multiple answers accepted on this question)         

(See Statistical Table Q23) 
 

* Incomplete list. Only languages specified by 1% or more overall are shown. See cross tabulated tables for the entire list. 
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PERSONAL ENGLISH PROFICIENCY  
Q21. How well do you speak English? Very Well; Well; Not Well; Not at All  

 

 Overall, eight out of ten (81%) of respondents speak English well or very well. This is slightly less 

than the 85% who did so in 2018 and 87% in 2015.  
 

 

 2021 

Total 

2018 

 Total  

2015 

Total 

Base (All Respondents) 2,369 4,229 6,430 

 (%) (%) (%) 

Very well   (4) 57 62 67 

Well (3) 23 23 20 

Not well (2) 13 11 10 

Not at all (1) 6 4 3 

 100 100 100 

MEAN (Out of 4.0) 3.32 3.44 3.50 

 

 2021 

 Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

Very well   (4) 57 62 54 50 

Well (3) 23 20 26 29 

Not well (2) 13 11 14 16 

Not at all (1) 6 7 6 5 

 100 100 100 100 

MEAN (Out of 4.0) 3.32 3.36 3.29 3.23 

 

 

 

 

(See Statistical Table Q21) 
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ENGLISH PROFICIENCY IN HOME 
Q22. In your home, is English spoken: Very Well; Well; Not Well; Not at All  

 

 Overall, nearly three-quarters (72%) of respondents speak English well or very well in their 

homes.  
 

  2021 

Total 

2018 

 Total 

2015  

Total 

Base (All Respondents) 2,369 4,229 6,430 

 (%) (%) (%) 

Very well   (4) 45 49 59 

Well (3) 27 30 25 

Not well (2) 16 13 11 

Not at all (1) 12 8 5 

 100 100 100 

MEAN (Out of 4.0) 3.05 3.20 3.37 

 

 2021 

 Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

Very well   (4) 45 50 43 34 

Well (3) 27 25 28 29 

Not well (2) 16 14 16 22 

Not at all (1) 12 12 12 16 

 100 100 100 100 

MEAN (Out of 4.00) 3.05 3.12 3.02 2.80 

 

 

 

 

(See Statistical Table Q22) 
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ETHNICITY 
 Q16. Which of the following describes your ethnic background? (Multiple responses accepted) 

 

 Nearly half of SamTrans riders (41%) are Hispanic.  
 

 

  2021 

Total 

2018 

 Total  

2015  

Total 

Base (All Respondents) 2,369 4,229 6,430 

 (%) (%) (%) 

Hispanic/Latino 41 34 35 

Filipino 21 26 22 

White/Caucasian 19 22 26 

Chinese 9 9 8 

Black/African American 8 7 9 

Other Asian 3 4 4 

Middle Eastern 1 1 - 

Indian/Pakistani 1 1 - 

Vietnamese 1 1 1 

Pacific Islander 1 1 2 

American Indian/Alaskan Native <1 <1 1 

All other 3 2 1 

 

 2021 

 Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

Hispanic/Latino 41 40 42 36 

Filipino 21 19 22 30 

White/Caucasian 19 22 16 12 

Chinese 9 9 8 11 

Black/African American 8 8 8 8 

Other Asian 3 3 2 4 

Middle Eastern 1 1 1 2 

Indian/Pakistani 1 1 1 1 

Vietnamese 1 1 1 1 

Pacific Islander 1 1 1 - 

American Indian/Alaskan Native <1 <1 <1 1 

All other 3 3 3 2 

  
 (Multiple answers accepted)        (See Statistical Table Q16) 
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HOME COUNTY (BASED ON ZIP CODE) 
Q23. What is your home ZIP Code? 

  

 San Mateo County is home to most of the riders surveyed (84%). 
 

  2021 

Total 

2018 

 Total  

2015  

Total 

Base (All Respondents) 2,369 4,229 6,430 

 (%) (%) (%) 

San Mateo County 84 85 80 

San Francisco County 10 8 8 

Alameda County 2 2 1 

Santa Clara County 1 2 8 

Contra Costa County 1 1 1 

Marin County <1 <1 <1 

Solano County <1 <1 <1 

Napa County - <1 - 

Sonoma County - <1 - 

Outside Bay Area 2 3 1 

 100 100 100 

     

(See Statistical Table CITY) 
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HOME CITY (BASED ON ZIP CODE) 
 

 2021 
 Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

San Mateo County 84 89 81 76 

  Daly City 27 25 26 38 

  San Mateo 13 13 13 9 

  South San Francisco 9 9 10 5 

  Redwood City 8 10 5 8 

  San Bruno 6 6 6 5 

  Palo Alto 6 6 6 3 

  Pacifica 5 5 5 1 

  Burlingame 2 2 2 5 

  San Carlos 2 3 1 - 

  Menlo Park 2 3 2 <1 

  Belmont 2 3 1 - 

  Half Moon Bay 1 <1 2 - 

  Brisbane 1 1 <1 <1 

  Millbrae 1 <1 1 1 

  Portola Valley <1 1 - - 

  Montara <1 <1 <1 - 

  El Granada <1 <1 - - 

  Moss Beach <1 <1 <1 - 

  Pescadero <1 <1 <1 - 

San Francisco County 10 7 12 19 

  San Francisco 10 7 12 19 

Alameda County 2 2 2 2 

  Oakland 1 1 1 1 

  Hayward <1 1 <1 - 

  Berkeley <1 <1 <1 - 

  San Leandro <1 <1 <1 - 

  Alameda <1 <1 <1 - 

  Fremont <1 <1 - - 

  San Lorenzo <1 - - 1 

  Dublin <1 - <1 - 

  El Sobrante <1 - <1 - 

Santa Clara County 1 1 1 1 

  San Jose <1 1 <1 - 

  Santa Clara <1 <1 <1 - 

  Los Altos <1 <1 <1 - 

  Cupertino <1 <1 - 1 

  Sunnyvale <1 <1 <1 - 

  Stanford <1 - <1 - 
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 2021 
 Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

Contra Costa County 1 0 1  

  Richmond <1 <1 <1 - 

  El Cerrito <1 <1 - - 

  Brentwood <1 - <1 - 

  Discovery Bay <1 <1 - - 

  El Sobrante <1 - <1 - 

  Antioch <1 <1 - - 

  San Pablo <1 - <1 - 

Marin County <1 <1 - - 

  San Rafael <1 <1 - - 

Solano County <1 - <1 - 

  Vallejo <1 - <1 - 

Outside Bay Area 2 1 3 3 

     

(See Statistical Table CITY) 
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DEMOGRAPHICS 
 

 Included below is the demographic data of survey respondents. 
 

 

 2021 
 Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

Gender     

  Male 49 49 48 55 

  Female 48 48 49 43 

 Non-Binary/Other 3 3 3 2 

     

Employment Status     

 Employed Full Time 35 32 35 43 

 Student 23 31 15 19 

 Employed Part Time 19 17 20 22 

 Unemployed 9 8 10 7 

 Retired 7 5 10 5 

 Disabled/SSI 1 1 1 - 

 Other (Unspecified) 1 1 1 - 

     

Age     

  13 to 18 years old 25 36 15 11 

  19 to 24 years old 11 10 11 11 

  25 to 34 years old 14 12 15 20 

  35 to 44 years old 11 9 14 11 

  45 to 54 years old 13 11 15 14 

  55 to 64 years old 13 12 15 14 

  65 years or older 13 10 15 19 

Average (Mean) 38.22 34.34 41.46 42.80 

     

Questionnaire Language     

  English 83 84 81 84 

  Spanish 16 15 17 14 

  Chinese 2 1 2 2 

     

Ridership Segment     

  Weekday Peak 47    

  Weekday Off-Peak 44    

  Weekend 9    
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 2021 
 Total Weekday Peak Weekday Off-Peak Weekend 

Base (All Respondents) 2,369 1,119 1,034 216 

 (%) (%) (%) (%) 

Household Size     

  1 person 15 12 19 16 

  2-3 people 37 39 35 40 

  4-5 people 33 37 30 31 

  6 or more people 14 13 16 13 

Average (Mean) 3.61 3.69 3.54 3.53 

     

Income     

  Less than $10,000/year 20 20 20 23 

  $10,000 to $24,999/year 19 18 21 16 

  $25,000 to $29,999/year 10 11 9 12 

  $30,000 to $39,999/year 9 8 10 12 

  $40,000 to $49,999/year 9 8 9 10 

  $50,000 to $74,999/year 13 12 15 10 

  $75,000 to $99,999/year 6 6 5 6 

  $100,000 to $124,999/year 5 5 4 6 

  $125,000 to $149,999/year 3 3 3 1 

  $150,000/year or more 6 8 3 4 

Average (Mean) $46,506 $51,434 $42,282 $43,636 

 

 

 (See Statistical Tables Q14-STRATA) 
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Appendix A: 

QUESTIONNAIRE 
 

 



2021 SamTrans Triennial Customer Survey | Summary Report 

63 | P a g e  
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METHODOLOGY 
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DESCRIPTION OF METHODOLOGY 
 

FIELD PROCEDURES 
 

In total, 4 interviewers worked on the 2021 study. The training session for interviewers was 

conducted at Corey, Canapary & Galanis’ (CC&G) office in San Francisco on Monday, September 13, 

2021. Field interviewing was conducted between Tuesday, September 14 and Friday, November 19, 

2021.  

 

On each day of the fieldwork, interviewers were assigned a randomly selected SamTrans route or 

routes to survey during their shift. Upon arrival at the “starting point” bus stop, interviewers boarded 

the next SamTrans bus on their assigned route and began distributing questionnaires. In most cases, 

these interviewers rode the whole distance of their designated route, continually collecting 

completed surveys and distributing surveys to new riders entering their bus. The questionnaires were 

available in English, Spanish, and Chinese. Tallies were kept for questionnaires taken home with 

riders to be mailed back and for all non-responses (refusals, language barrier, children under 13, 

sleeping, already participated and left bus). The definitions for non-responses are: 

*Language Barrier -non-response because the rider cannot understand the interviewer or 

the questionnaire. 

Left Bus - the surveyor was unable to offer a questionnaire to a rider because of the short 

distance of that rider’s trip. 

Children under 13 - children under 13 were not targeted for this survey. 

Sleeping - riders who are sleeping were not offered a questionnaire. 

Refusals - riders unwilling to accept/fill-out the survey. 

Already Participated – already completed the survey on a previous SamTrans bus trip. 

 

*Where possible, interviewers also made particular note of language barriers. Those who could not 

use the English, Spanish, or Chinese survey instruments due to language issues were offered a card 

with a phone number which enabled the respondent to have the survey questions asked of them via 

an interpreter on a language line. There were 28 language barriers encountered, reflecting 

monolingual riders who spoke Arabic, Farsi, Indonesian, Korean, Portuguese, Romanian, Russian, 

Tibetan, and Ukrainian. 

 

Interviewers returned completed questionnaires to the CC&G office within 24 hours of shift 

completion. Editing, coding, and inputting were done as the questionnaires were returned. Standard 

office procedures were used in spot checking (validating) the work of the editors, coders, and data 

entry staff. 
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SAMPLING 
 

Sampling 

In total, 2,369 completed surveys were conducted. This total equates to a system-wide margin of 

error of +/- 2.01% (at the 95% confidence level). The sampling on the study was designed to achieve a 

cross section of riders utilizing different routes in San Mateo County. Surveying was attempted on all 

regular fixed-route buses, as well as many school/community routes. Surveys were collected on 43 

fixed routes (including all heavily traveled and medium traveled routes). 
 

Each shift was assigned to allow a surveyor to cover multiple scheduled runs on selected routes. 

Depending on the route, two to ten full runs were covered in each allocated shift. On longer routes, 

such as the ECR, fewer runs were covered in a single shift because the surveyor generally remained 

on the bus for most or all of the full length of the bus route.  

 

Routes were selected by establishing a protocol which grouped routes by ridership: a) highly traveled 

routes, b) moderately traveled routes, and c) lightly traveled routes.  

 

In addition to ridership volume, geographic route locations were also considered as a secondary 

consideration when determining which routes to sample. Consideration was given to ensuring that a 

diverse, and well represented, selection of routes from the Northern, Central, and Southern regions 

of San Mateo County.  

 

About 85% of the shifts were assigned to weekday routes, and 15% to weekend routes. Routes were 

also selected to ensure proper coverage of the Coastside region of SamTrans' service area (e.g., in 

and around Pacifica and Half Moon Bay). 

 

Segmentation groupings are shown below.  

 

Group 

Definition  

(# riders per 

month) 

August 2021 

Ridership 

Share 

based on 

ridership 

Proposed 

survey 

target range 

Highly 

traveled 

routes 

2,500 or 

more        566,702  96.5% 

85% (range 

of 80%-90%) 

Moderately 

traveled 

routes 925-2,499             13,217  2.3% 

10% (range 

of 5%-15%) 

Lightly 

traveled 

routes 924 or less               7,465  1.3% 

5% (range of 

up to 10%) 

 Totals           587,384  100%  
 
Highly traveled routes are defined as routes ECR, 120, 292, 130, 122, 296, 398, 250, 110, 121, 281, 112, 141, 

17, 140, 260, 397, 278, 280, 270, 294, and 60. 

 

Moderately traveled routes are defined as routes 251, 53, 256, 295, SFO, 61, 67, 286, 24, and 49. 
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Lightly traveled routes are defined as routes 56, 18, 59, 275, 35, 46, 81, 57, FCX, 95, 62, 28, 14, 87, 38, and 

FLXP. 

 

Note that in selecting routes to sample, an active selection protocol was used rather than a random 

selection process. The active selection protocol allows for a diverse selection of routes from different 

geographic regions to be represented. This framework provides the ability to comprehensively survey 

both mainline and local routes from nearly all regions of San Mateo County. One reason a random 

selection process was not used in the selection of routes, is because it can result in unpredictable, 

non-diversified, selection of routes. For example, a random selection process could potentially result 

in an entire geographic region being excluded from the survey if no routes in that region are included 

through random selection. 

 

Weighting 

The number of surveys completed was compared to SamTrans ridership averages for the months of 

September, October, and November 2021. The data was then weighted by route according to total 

ridership. Ridership figures on the two-digit routes (with the exception of routes 14 and 17), were 

combined for weighting purposes due to low sampling on these routes. 

 

The table below shows the total number of completes collected by route, the percentage of the 

route’s completes from the total of completes, the percentage of the route’s ridership from the total 

of SamTrans ridership in September, October, and November 2021, and the weight factor applied to 

surveys collected on the route. 

 

Route Completes 

Completed 

% 

Ridership 

% Weight Factor 

14 4 0.17% 0.05% 0.296125 

17 38 1.60% 1.24% 0.773042 

Two Digit 

Routes 163 6.88% 7.59% 1.103111 

110 53 2.24% 2.12% 0.9476 

112 34 1.44% 1.46% 1.017276 

120 276 11.65% 12.59% 1.080642 

121 53 2.24% 2.12% 0.9476 

122 145 6.12% 5.76% 0.941065 

130 155 6.54% 8.55% 1.306771 

140 32 1.35% 0.95% 0.703297 

141 24 1.01% 1.46% 1.441142 

250 43 1.82% 2.39% 1.316723 

251 27 1.14% 0.34% 0.298319 

256 20 0.84% 0.26% 0.30797 

260 32 1.35% 0.94% 0.695894 

270 18 0.76% 0.54% 0.7107 

275 6 0.25% 0.14% 0.552767 

278 19 0.80% 0.69% 0.860321 

280 24 1.01% 0.61% 0.602121 
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Route Completes 

Completed 

% 

Ridership 

% Weight Factor 

281 37 1.56% 1.65% 1.056446 

286 35 1.48% 0.19% 0.128603 

292 246 10.38% 8.91% 0.85804 

294 11 0.46% 0.44% 0.9476 

295 23 0.97% 0.28% 0.2884 

296 142 5.99% 4.71% 0.785774 

397 10 0.42% 0.83% 1.96627 

398 47 1.98% 2.48% 1.250026 

ECR 635 26.80% 0.02% 1.130778 

FCX 6 0.25% 30.31% 0.315867 

FLXP 7 0.30% 0.08% 0.304586 

SFO 4 0.17% 0.09% 1.362175 

Total 2,369 100% 100%  
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EDITING AND CODING  
 

This section outlines editing, and coding procedures utilized on the 2021 SamTrans Triennial 

Customer Survey. For the most part, information as provided by the respondent on the self-

administered questionnaire was entered as recorded. 

 

Editing procedures, where disparities occurred, were as follows: 

 

During fieldwork, only respondents appearing to be at least 13 years of age were approached and 

asked to complete the survey. Surveys indicating the respondent was under 13 years of age were 

removed. 

 

For Q4 and Q5, only a single response was accepted. To increase accuracy of these responses, which 

are fare-based information, responses with two or more options checked were categorized 

separately as “multiple responses.” 

 

Q23 (Languages spoken at home) and Q22 (English proficiency at home). If a respondent did not 

check English in Q23 but indicated in Q22 that English was spoken very well or well in their home, 

editing was accomplished by selecting English in Q23. 

 

Other - Specify Responses 

- For questions which had another – specify responses, written in responses on these questions 

were either:  

a) Coded up to existing response codes where applicable.  For example, if a respondent 

wrote in “skateboard” on the accessing SamTrans question (Q8a), this response was 

coded up to the Walk all the way category.  

 (OR) 

b) Coded into an additional category which was added to the existing codes. For example, 

if a respondent wrote in “Doctor’s appointment” or “Physical therapy” on the trip 

purpose question (Q7), these responses were coded up as a Medical category and 

added to the existing codes.  

 

Scaling Questions.  

- If multiples occurred where only one response was acceptable, we rotated the inputting of the 

higher and lower response. On the first occurrence, we took the higher response, on the next 

occurrence, we took the lower response, etc. (Example: both 4 and 5 circled on the Very 

Satisfied – Very Dissatisfied Scale). 

- In cases where bi-polar discrepancies were observed, we took the mid- point (Example: 1 and 5 

circled). Sometimes respondents would include notes like poor in this respect and excellent in 

another respect for a specific attribute. 

 

The last page of the questionnaire included a section for comments. All of these written comments 

were typed into a database. The comments were then coded using a list of "department specific" 

codes developed by CC&G. The code list and incidence for each code are listed on the following page. 
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The verbatim comments for each code can be made available to the SamTrans Departments 

responsible for each area. This will provide them with an additional tool to understand the reasons 

for customer rating levels. 

 

2021 SamTrans Triennial Customer Survey 

Code Sheet – Comment Code Frequencies 
            (Base =691) 

                # % 

General Unspecific Compliments   ..........................................................................  [172] 25% 

Schedules – frequency / weekend / earlier / later   ...............................................  [129] 19% 

Personnel – including driving safety, driving skills   ...............................................  [102] 15% 

On-Time Performance / Reliability / Speed  ...........................................................  [95] 14% 

Bus Overall Condition – including amenities, safety and comfort   .......................  [43] 6% 

Fares and Fare Policy   ............................................................................................  [38] 6% 

Routes – include additional / extend / more direct / more stops   ........................  [38] 5% 

Bus Cleanliness – interior and exterior   .................................................................  [36] 5% 

Enforcement / Security Issues   ..............................................................................  [31] 5% 

Signage / Maps / Printed Schedules / Schedule Change Notices   .........................  [26] 4% 

Homeless Issues   ....................................................................................................  [17]  3% 

Bus Stops – shelters condition / state of repair  ....................................................  [14] 2% 

Seat Availability / Crowding / Bigger Buses   ..........................................................  [13] 2% 

Real Time Departure Sign/App   .............................................................................  [10]  1% 

Service (Other)   ......................................................................................................  [9]  1% 

Transit Connections – including SamTrans, Caltrain, BART, MUNI   ......................  [8] 1% 

Temperature / Ventilation   ....................................................................................  [8] 1% 

Disability / Senior Issues   .......................................................................................  [6] 1% 

Survey   ....................................................................................................................  [4] 1% 

Lost and Found   ......................................................................................................  [2] <1% 

SamTrans Phone Information / Website   ..............................................................  [2] <1% 

Clipper .....................................................................................................................  [2] <1% 

 
 

 (Multiple codes accepted on this question) 

 
Note: The coding of respondent comments is intended to provide a department-specific or subject-specific listing of 

comments. Consequently, the comments identified with each code above may be either positive or negative. A 

compilation of the actual comments has been compiled in a separate report. 

 

 

 

 

 

 

 


