2012 Customer Satisfaction Survey

Long Island Rail Road




Overall Context

Overall customer satisfaction increased in 2012 recovering from
2011 winter storms and service disruptions from Amtrak
repairs/derailment.

CSS Ratings, however, still lag behind 2010 as customers continue
to feel the impact of the dramatic service reductions on the
branches such as Port Washington, Long Beach, West Hempstead
and Babylon.

Port Washington customer satisfaction went up 12 points following
the May 2012 service restoration.

Ratings of on-time performance, highly correlated with customer
satisfaction, increased in 2012 reflecting record levels in 2012.

Performance of frontline employees continued to be rated highly
by customers.
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LIRR Overall Customer Satisfaction
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Overall Satisfaction By Branch

2012 2011 2010
Port Jefferson 90% 85% 85%
Port Washington 90% 78% 89%
Long Beach 90% 59% 89%
Montauk 89% 81% 90%
Hempstead 87% 85% 92%
Far Rockaway 87% 80% 90%
West Hempstead 84% 67% 89%
Huntington 86% 79% 88%
Babylon 84% 77% 87%
Ronkonkoma (Electric) 80% 79% 86%
Oyster Bay 79% 80% 83%



LIRR Employees
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LIRR Train Service
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LIRR On-Board Conditions

Train Interior
Cleanliness
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LIRR Customer Communication
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Penn Station

Overall Rating Penn Station 84% 83% 88%
Electronic LED/Signs with Train Schedules 89% 87% 90%
Signs directing to and from LIRR trains 88% 87% 88%
Presence of MTA Police 86% 84% 83%
Signs for connecting buses/subway 85% 83% 85%
Personal Security 83% 83% 85%
Audio Announcements (normal conditions) 83% 82% 85%
Sound Quality of Audio Announcements 81% 80% 82%
Cleanliness of Penn Station 76% 74% 78%
Audio Announcements (service disruptions) 74% 71% 77%
Physical Condition of Restroom 67% 67% 73%
Cleanliness of Restroom 64% 63% 70%
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APPENDIX

 Methodology
e Questionnaire
* Full Set of Attribute Ratings



Methodology

« The LIRR survey used an onboard distribution methodology among a sample of trains
« Atotal of 7,182 surveys were completed and tabulated, as follows:

LIRR Survey

Total AM Peak Off-Peak Reverse Peak

Completed Surveys 7,182 3,998 2,729 455
5/14-5/24,

Survey dates 6/4—6/6,  5/14-5/24;6/4-6/6 5/24, 6/9-10 5/21,5/23, 6/5
6/9-10

Trains sampled 70 40 22 8

The sample selection allowed for maximum representation of lines while keeping data
collection as cost efficient as possible. Survey data were first weighted to actual

ridership levels within line segments by time period. Weighting survey data helps
ensure representativeness of results.

» Margin of error: £1% at the 95% level of statistical confidence for a total satisfaction
rating of 86% overall. At a 50% total satisfaction level, the margin of error is +2%.
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Questionnaire



w Long Island Rail Road

2012 CUSTOMER
SATISFACTION SURVEY

Dear Customer:

Please take a few minutes to fill out the Long Island Rail Road
Customer Satisfaction Survey. Your answers to the survey
will guide our efforts to provide better service to you.

Please answer each question based upon your experience with
the Long Island Rail Road. Your responses will be tabulated
and reported back to you.

Several survey specialists will be assigned to your train for
today's trip. They are there to distribute and collect your
completed questionnaire. If they miss you, or if you need
more time, the questionnaire can also be returned by mail -
no postage necessary.

Thank you for helping us serve you better and for riding the
Long Island Rail Road.

Sincerely,
WW
Helena E. Williams

President

INSTRUCTIONS:

In the first portion of this
een with variou

ell us how satisfied you have
's over the past 12 months,
ironment of your home

reflects your opinion of our service. Circle 9 or 10 to indicate

'ou are “very salisfie mance. Circle

numbers 1 or 2 if you are “very dissatisfied
performance.

It you are not familiar with a particular aspect, please circle NA.

2012 CUSTOMER SATISFACTION SURVEY
OVER THE PAST 12 MONTHS, HOW SATISFIED ARE YOU WITH:

LONG ISLAND RAIL ROAD OVERALL
Ve Dioteled Soibed Yy WA
Dasotled Sarsid

1. long Islond Reil Road overall 12 345678 910 NA

YOUR HOME BOARDING STATION

Very  Dusaiofed Sosfed Yoy WA
Dasetlied Satsfed

How satisfied are you with:
2. ‘f’wrbﬂmdingwlioﬂovem“,,,,.,._.... 2 345678 910 NA
3. Personal security . ... ceeerenndl2 345 878 910 NA
4. Cleonliness inside Ihes!uhm bulldmg

(excluding restrooms) . .....ouiiiiiiiiiinn. 345678 910 NA

345678 910 NA
345678 910 NA
345678 910 NA
345678 910 NA
345678 910 NA

5. Maintenance of stafion . .
6. Station signoge .....
7.
8

Cleanliness of restroom
. Physical condifion of restroom . . z
9. Sound quality of audio announcements . .....12
10 Audio announcements under normal conditions ...12 345 678 910 NA
11, Audio announcements during service disruptions .12 345 6 78 910 NA
12, Electronic or LED signs with frain schedules .12 345678 910NA
13. Availobilty of porking onweekdays ...........12 345 678 910 NA
14.  Security of your cor while parked ot the station. .. .12 345 678 910 NA
15.  Cleanliness of platforms ond outdoor shelters .. . . . 12 345678 910 NA
16 Cleanliness of the trock area around the siation ...12 345 6 78 910 NA

YOUR TRAIN (AM & PM

Yoy Diild Soifd ey WA
Dusatsled safed
How satisfied are you with:
17, URR train service overall .
18.  Onvfime performance . . .
19, Availobility of seats
20. Condition of seats .....
21, Train inferior maintenance - lights, floors,
windows, efc. (excluding seats] .
22, The temperature on the frai
23. Personal securify
24, Cleanliness of restroom . . ... . .
25.  Physical condifion of restroom . .
26, Cleonliness of train's interior [excluding restrooms) .1 2

12 345678 210 NA
345678 910 NA
345678 9210 NA
345678 910 NA

345678 910 NA
345678 910 NA
3454878 910 NA
345678 910 NA
345678 910 NA
345678 910 NA

27.  Safety from train occidents ............... 12 345678 910 NA «
28.  Volve for the money using the railrood .. ... 12 345678 910 NA ¢
29, Sound quality of audio announcements ... ... .. 12 345678 210 NA

30.  Audio announcements under normol condifions .. .1 2

31, Audio announcements during service disruptions .12 345 678 910 NA

345678 910 NA v

55 ¥ ¥ F Y Ee

"

COURTESY AND RESPONSIVENESS OF EMPLOYEES
Very Dol Safshed  Very WA
Daabed Satelied
How satisfied are you with

32. The overall courtesy and responsiveness

ofour 12 345678 910 NA
33. Conductors .12 345678 910NA
34, Ticket Sellers .. .12 345678 910 NA

TRAIN SCHEDULING

Vey  Desoitfed Somhed  Vey WA
hod Satified

sl
How salshied are you with: e
35. Overall schedule of trains ................... 12 345678 910 NA
36. W\EwekdcyAMuud PM peak schedule

to and from your station 12 345678 910 NA

T e
your stafion {mdudmg late night troin service) .
38.  The weekend schedule to and from your station .

COMMUNICATION

Vo Diseskled Susbed  Vey WA
Diatied Satsfind

12 345678 210 NA
T? 345678 910 NA

How sofisfied are you with
SRR
40.  Overall communications during normal

12 345678 910 NA

service condifions . . ... ...ueuiiiei i 12 345678 910 NA
41, Overall communications duri ng nnplnmad
service disruptions . . . . .12 345678 910 NA

42, Overall communications during plcmned
service disruplions (track work, etc.) .12 345678 910 NA
Communication during normal service condifions
Voy  Dekhed Soehed Ny WA
Disatilied Satofed
How satisfied are you with the information we give fo you:
43, Atyour boarding station .. .. ......o.iiio.es 12 345678 910 NA

44.  On board your trains . . . 3 678 910 NA
45, Abyour destination stafion . .........i0e0.. ]2 345 678 910 NA
46, Atour website (www.miiinfo) ............... 12 345678 910NA
47. Wit the Automted Phone System

(Schedules, Fores, efc) . .........ocoouininn. 12 345678 910 NA

48, With Trevel Information Center representatives . . .

d service di

Communiction during unp p
Voy  Duoiled Soied Wy WA
i Disofafed Soiied
How satisfied are you with the information we give

you about the length and cause of the unplanned service disrupfion:

49, Atyour boarding station .. .. ... ..iiiiiins 12 345678 910 NA
50, On board your trains vevernail 2 345 678 910 NA
51. Atyour destination sfafion .................. 12 345678 9210 NA
52. Atour website (www.ma.info) ceeeieiena ]2 345 678 910 NA
53.  Through e-mail dlerts (lfyousubscnb:] ......... 12 345678 910 NA

54. With the Automated Phone Syslem
(Schedules, Fores, efc.)
55, With Travel Information Center mprmnhwes

J2 345678 910 NA
.12 345678 910 NA

Long Island Rail Road

12 345678 910 NA »

#

£

]

2

&

n

Facebook and Twitter oo

Oasuicled Solshd Wy WA
Disatsfied Saislied

If you have visited them in the past year, how
satisfied are you with the usefuliness of LIRR's
56. Focebook page (MTALIRR)
57 Twitter feed [@LIRRScoop)

12 345678 910 NA
12 345678 910 NA

YOUR DESTINATION STATION

ey Doled Sofled  Vey WA
How satisfied are you with Dasafid
58, LR destination stafion overall

59, Cleanliness of restroom . ... ....... . ]

.12 345678 910 NA

345678 910 NA
60.  Physical condifion of resfroom ... . ... .... 12 345678 9210NA
61, Cleanliness of desfination stafion/waifing

room [excluding restrooms)

.12 345678 910 NA

62, Personal security . 12 345678 210 NA
63 Signs providing directions to and from

ARR QIR o0y cvvaviicissroisioimmosinions o wisim sy o 12 345678 910 NA
64, Signs providing directions o and from

connecting buses or subways . ............... 12 345678 910NA

65, Presence of MTA Police . ... ..

66.  Sound quality of audio unnwncenmts
67.  Audio announcements under normol conditions
68, Aud during service disrupfi
69, Electronic or LED signs with Irain schedules

1
1
Al
1
1

2
12 345678 910 NA
12 345678 210 NA
2 345678 910 NA
2 345678 910 NA
2 345678 910 NA

IMPORTANCE OF SERVICE FACTORS

70.  Please tell us which ore the 5 most important aspects of the LIRR service in rank order
with item 1 being most important.

1.

2
k2
4
5

ABOUT YOUR TRIP

71, Atwhat stotion did you board this train today? s

[Plecss write in stafion nome)
72. Atwha lime is your train scheduled hdeporl from youv boarding station today?
[Please circle AM or PM) AM/PM L
73, How do you usually fravel o your boording stafion? (check cne box only)
171 O Drive alone and park s O Take the subway
2 @ Carpool and park 7 O Take a taxi

3 O Get dropped off + O Ride a bicycle
+ O Walk 4+ O Other:
s U Toke o bus (Ploasa it in]
74. How frequently do you travel on the LIRR?
n1 0 6-7 days per week 4+ 101 -2 days per week
2 O 5 days per week s O 1-2days per month
3 0 3~ 4 doys per week + O Other:
(Mlese write in)
13
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75, Whatis the purpose of your rip loday? 87, Whot counly or borough do you reside in? {Check one box only) =
2 0 Commute fo/from work » O Shopping &1 O Nossau + 1 Manhatton W E
2 1 Commute fo/from school x O Entertinment 2 O Suffolk & 0 Bronx £ g @ wE
11 For business reasons 3 0 Other: 5 1 Queens + 0 Stoten lslond anz Eo
(but not for commufing) [Plase writ in) + O Brooklyn & O Other: £8=z 2
# O Personal reasons Pomawiel) g UL %
" " 5
76 Whattype of R ficket ore you using today? (Check one bor only) o 88.  Hove you visited the MTA website [www.mio.info] in the last 3 months2
1 1 Monthly [purchased at stfion) 7 1 Ten-Trip Peak o1 OYe 2 0 No
2 1 Monthly [Mail & Ride) & J One-Way Off-Peck -
» 0 Monthly Uniticket s O Ten-Trip Off-Peck 89. What is the last grade of school you completed? (Check one box only) =
+ O Weekly 1o 0 Senior Citizen/Peaple with Disabilies w1 Less than high school groduate 4 11 Some college &
s O Weekly Uniticket a1 0 Employee Pass 2 1 High school graduate s 1 College groduate —_—
+ O One-Way Peck 2 O Other 3 O Technical/vocational business  + O Post groduate —
— - — CUSTOMER
77 Atwhich station will you end this Irip today? (Check one box only) au 90. Ave you of Hispanic origin? @ Yes 20 No i
1 3 Penn Stalion & O Jomoica 91, Areyou -
1 9 Atlantic Iemwnul [Brooklyn) s O Other: 1 O While & DAinercon idser ond Alasks Notive iz =
+ I Hunterspoint Avenue {Placse el o hclien acer) 2 1 Block or African American s O Other: =5 = SATI SFACTI o N
78, When you leave th froin, how will you get o your inal dastinclion? O Asion e v << N =
{check one box only 92 What is your approximate annual household income? (Check one box only) 2 é ] g << =
51 Drive clone end perk + 0 Toke he subway 71 0 Under $25,000 + 2 5100,000-5199,999 & i) E
+ 0 Corpool ond pork » 0ok o o + O §25,000-849,999 + 0 $200,000-5299.9%9 > |4 ol =
3 1 Get dropped off & 0 Ride a bicycle 5 0 $50,000-§74,999 7 0 $300,000 or more | 2 e w — =
+ 0wk » 0 Cter £ 0 §75,000:899,999 (2NN s 8
5 0 Toke o bus [Plocse wre in] Lu g ) 5 g b
§ ; 4 1 w 93.  The Long lsland Rail Rood wants your input on what we can do fo improve. If you are not |2 O=&
78. Vﬂ"ﬂz“tj mii”'m"‘"g areas “E':"”"M"“"‘ will be your final destination today? sotisfied with our performance in any of the areas in questions 1 through 69, please ﬂ: £ & ﬂ{f g: < b
(m"J Man- Ua Mﬂgs':::en enly] T . explain why below. Please also include any ofher comments or service suggestions. ) u % % EJ 5 -
2 2 34th - 60th St., 5th Ave. &EAST s 1 Canal Street fo 13th Street a3 co g w = 5 >
+ 1 34~ 60th S, WEST of Sh Ave. + 0 Below Canl Sreet sk ulz & E Sg i
z|Q <
80. Whatis the zip code of your finol destinafion loday? . Zi E, % 9 = %
o 1 raS
sa
o D31*  LE$%
81. Do you subscribe lo URR e'mail olerts? s¢1 0 Yes 2 No 0 Not gware of D'J: =S==5
82. Ifyesto G81, how useful s the e'mail lert information in making travel decisions? If you would be interested in participafing in future LIRR market research projects, please write me
151 3 Very useful 2 O Useful 3 Not very useful ﬂg;::;i:’l?ddm” and doy or evening phone numbers below. All information will be kept ) Lo ng Islan d Rail Road
83. I yes 1o G81, how would you describe the amount of e-mail olerts you receive? Nei
%1 Not enough 2 3 The right omount 3 O Too many
Sireet Address:
ABOUT Y Townor Giy: Zip Code
84.  Which of the following categories includes your age? (Check one box only)
10 Under 18 502534 s 0 45-54 ore Phone: () o
2 01824 403544 o0 5564 Business Phone: (__ __ ) S
7 0 45 and over **
E-meil Address: >
85. Areyouz w1 JMale : O Female E
w
86. Whatis your home zip code? s THANK YOU FOR PARTICIPATING

Long Island Rail Road 14



SERVICE ATTRIBUTE RATINGS
2010-2012



1. Long Island Rail Road overall

Total Satisfied

2010

2011

2012

89%

78%

86%

Home Boarding Station

2. Your boarding station overall 90% 86% 88%
3. Personal security 85% 82% 85%
4. Cleanliness inside the station building (excluding restrooms) 84% 80% 81%
5. Maintenance of station 85% 81% 82%
6. Station signage 90% 87% 89%
7. Cleanliness of restroom 68% 61% 61%
8. Physical condition of restroom 70% 64% 65%
9. Sound quality of audio announcements 81% 79% 81%
10. Audio announcements under normal conditions 85% 84% 85%
11. Audio announcements during service disruptions 74% 69% 71%
12. Electronic or LED signs with train schedules 91% 89% 91%
13. Availability of parking on weekdays 62% 60% 62%
14. Security of your car while parked at the station 77% 77% 79%
15. Cleanliness of platforms and outdoor shelters 82% 81% 81%
16. Cleanliness of the track area around the station 82% 79% 81%
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Your Train (AM & PM)

Total Satisfied

17. LIRR train service overall 89% 79% 86%
18. On-time performance 86% 79% 84%
19. Availability of seats 80% 76% 79%
20. Condition of seats 88% 83% 84%
21. Train interior maintenance - lights, floors, windows, etc. (excluding seats) 89% 85% 86%
22. The temperature on the train 89% 88% 88%
23. Personal security 90% 88% 90%
24. Cleanliness of restroom 64% 57% 59%
25. Physical condition of restroom 69% 62% 62%
26. Cleanliness of train’s interior (excluding restrooms) 83% 79% 80%
27. Safety from train accidents 93% 93% 93%
28. Value for the money using the railroad 67% 56% 62%
29. Sound quality of audio announcements 81% 78% 81%
30. Audio announcements under normal conditions 85% 82% 84%
31. Audio announcements during service disruptions 75% 70% 74%

Long Island Rail Road
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Courtesy and Responsiveness of Our Employees

Total Satisfied

2010

2011

2012

32. The overall courtesy and responsiveness of our employees 91%  90% 91%
33. Conductors 93% 92% 93%
34. Ticket Sellers 90% 87% 90%
35. Overall schedule of trains 81%  75% 80%
36. The weekday AM and PM peak schedule to and from your station 82%  79% 82%
37. :’:rii\::v;ekday off-peak schedule to and from your station (including late night train 7% 70% 75%
38. The weekend schedule to and from your station 78%  71% 75%

Communication (During Normal Service Conditions)

39. Overall communication to you 85% 79% 84%
40. Overall communications during normal service conditions NA 84% 87%
41. Overall communications during unplanned service disruptions NA 66% 71%
42. Overall communications during planned service disruptions (track work, etc.) NA 79% 82%
43. At your boarding station 89%  85% 88%
44. On board your trains 89%  86% 87%
45. At your destination station 90% 87% 88%
46. At our website (www.mta.info) 89%  85% 89%
47. With the Automated Phone System (Schedules, Fares, etc.) 83% 81% 84%
48. With Travel Information Center representatives 88%  84% 86%

Long Island Rail Road
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Communication (During Unplanned Service Disruptions)

2010

Total Satisfied

2011

2012

49. At your boarding station 74% 65% 70%
50. On board your trains 73% 67% 72%
51. At your destination station 77% 69% 73%
52. At our website (Www.mta.info) 79% 72% 76%
53. Through e-mail alerts (if you subscribe) 81% 73% 78%
54. With the Automated Phone System (Schedules, Fares, etc.) 79% 71% 76%
55. With Travel Information Center representatives 82% 74% 77%
56. Facebook page (MTALIRR) NA NA 78%
57. Twitter feed(@LIRRScoop) NA NA 81%
58. LIRR destination station overall 88% 84% 84%
59. Cleanliness of restroom 71% 64% 64%
60. Physical condition of restroom 74% 68% 67%
61. Cleanliness of destination station/waiting room (excluding restrooms) 78% 75% 76%
62. Personal security 85% 82% 83%
63. Signs providing directions to and from LIRR trains 88% 87% 88%
64. Signs providing directions to and from connecting buses or subways 85% 83% 85%
65. Presence of MTA Police 81% 83% 84%
66. Sound quality of audio announcements 82% 80% 81%
67. Audio announcements under normal conditions 84% 82% 84%
68. Audio announcements during service disruptions 78% 72% 74%
69. Electronic or LED signs with train schedules 90% 87% 89%

Long Island Rail Road
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