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AGENDA ITEM 10
- INFORMATION ITEM

TO: CHAIRMAN JENKINS AND THE VRE OPERATIONS BOARD
FROM: DALE ZEHNER

DATE: AUGUST 15, 2008

RE: REVIEW OF CUSTOMER OPINION SURVEY FROM MAY 2008

VRE conducted its Annual Customer Opinion Survey on May 7, 2008. The
annual survey measures the perceived strengths and weaknesses of VRE
service and programs. Overall, the results are fairly consistent with the 2006
survey. In 2007, the survey was conducted on-line as a pilot. Due to very low
response, it was determined statistically invalid.

The level of overall service quality is 71%, which is the highest it has been in five
years. Nearly half of our riders noted that service had improved (only 9% of our
riders indicated that it had not). Riders continue to cite on-time performance as
their primary concern (52% of respondents). This was followed by cost and
frequency of service (both at 11%).

The survey resuits are illustrated in an attached graphic summary. Full results
are available from the VRE Website as downloadable Microsoft Word or PDF

files.
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