
 



  

  



 Rhode Island Avenue ï Baltimore Avenue Lines Study  

Rhode Island Avenue ï Baltimore Avenue Lines Study: i 
Technical Memorandum #2 - Rider Survey ï Final Results  

 
Table of Contents 

 
 

Introduction ................................................................................................................................. 1 

 

1.0 Rider Survey Methodology 
 

1.1 Designééééééééééééééééééééééééééééééééééé. 4 

1.2 Promotionéééééééééééééééééééééééééééééééééé 4  

1.3 Administrationééééééééééééééééééééééééééééééé.é 4 

1.4 Tabulationéééééééééééééééééééééééééééééééééé5 

2.0 Summary of Results ..........................................................................................................6 

3.0 Rider Survey Results by Question  ......................................................................................7 

 

Figures 

 

1 ï Map of Existing Metrobus Routes in the Study Corridor .......................................................... 3 

 

Appendices 

 

A ï Rider Survey, Englishééééééééééééééééééééééééééééé.. 32 

B ï Rider Survey, Spanishééééééééééééééééééééééééééééé. 33 

C ï Screen Shot of On-Line Rider Surveyéééééééééééééééééééééé.. 34 

D ï Promotional Poster for Rider Survey éééé..éééééééééééééééééé. 35 

E ï Transcription of Additional Commentséééééééééééééééééééééé.. 36 

 



 Rhode Island Avenue ï Baltimore Avenue Lines Study  

Rhode Island Avenue ï Baltimore Avenue Lines Study 1 
Technical Memorandum #2 - Rider Survey ï Final Results  

Introduction to the Study 

 
In June 2013, WMATA ï in cooperation with the District of Columbia Department of Transportation, 
Prince Georgeôs County, and the Maryland Department of Transportation ï began a seven-month-long 
study to evaluate a set of Metrobus routes in Washington, DC and suburban Maryland.  (See the map 
in Figure 1.)  The routes being studied are as follows: 

 

¶ G8: The Rhode Island Avenue Line, between Avondale (Eastern & Michigan Avenues) and 
Farragut Square (17th & Eye NW) 

¶  81, 82, 83, 86: The College Park Line, between the Rhode Island Avenue Metro Station and 
Cherry Hill Park Campground (81, 83), Mt. Rainier (82), and Calverton (86) 

¶ 84: The Rhode Island Avenue-New Carrollton Line (between Rhode Island Avenue and New 
Carrollton Metro Stations)  

¶ T18: The Annapolis Road Line, between the Rhode Island Avenue Metro Station and the New 
Carrollton Metro Station  

 

The lines have been referred to as the Rhode Island Avenue -Baltimore Avenue Lines during the 
study process.  For the purpose of this technical memorandum, they will be called the ñstudy routesò. 

 

The study is part of WMATAôs Metrobus Priority Corridor Restructuring Series, in which WMATA and 
its local transportation agency partners have proposed improvements to bus service on some of the 
regionôs most important transit corridors. Since 2007, the recommendations in the series have resulted 
in both near-term improvements and suggestions for changes that can be implemented in the long 
term. 

 

An important part of the study was public involvement ï identifying what problems Metrobus riders 
have experienced on the study routes and cataloging changes they would like to see implemented to 
address those problems.  

 

The first task in this public participation process was a rider survey.  Paper versions of the survey 
were distributed at key locations along the study routes on Tuesday, July 16, 2013.  An electronic 
version of the survey was available on the projectôs web page from July to November 2013.   

 

690 total responses were received ï 413 via paper surveys and 277 via the website. The responses 
provided a look at rider perceptions of issues affecting the operation of the study routes. Through the 
survey, participants offered suggestions on how to improve Metrobus service in the corridor. 

 

The preliminary results of the rider survey were presented at the studyôs first public meetings in 
September 2013 (in the Shaw and Edgewood neighborhoods in DC, and in Hyattsville, MD). Two 
focus group meetings were also held for the study in August 2013 ï in Woodridge (in Northeast DC) 
and in Hyattsville, MD.  Two additional public meetings were held in November 2013 ï one in Shaw 
and one in Hyattsville. 

 

Input received via the survey and the public meetings supported the study team in developing a set of 
improvement options. These options are now being refined by the project team, and final 
recommendations will be made in early 2014. 

 

This technical memorandum explains how the rider survey was designed, promoted, administered, 
and tabulated. Also included are a summary of what was learned through the survey; the full results of 
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both the paper and on-line surveys; a transcription of comments received; and appendices that show 
the survey instruments.  
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Figure 1 ï Map of Existing Bus Routes in the Study Corridor 
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1.0 Rider Survey Methodology 

One of the first tasks in the study was the rider survey. The main purpose of the survey was to hear 
from riders themselves about the problems they perceive with the routes, and to compile suggestions 
on how to improve service. A secondary purpose was to collect names and e-mail addresses of 
respondents that could be used for communicating updates and announcements for public meetings. 
The rider survey effort was made up of four parts: design, promotion, administration, and tabulation. 

1.1 Design 

The initial step in the survey design was to determine what specific information needed to be obtained 
from riders of the study routes, and then develop questions that would best obtain that information. A 
total of 23 questions were included, and a space was added at the end where respondents could write 
in additional comments or indicate that they would like to be part of a focus group. There were two 
ways in which the survey was made available to riders: on paper (Appendices A and B) and on-line 
via the project website (Appendix C).  
 
For the paper survey, the questions were arranged on a piece of folded cardstock with one panel left 
open for U.S. Postal Service business reply mail information. An English version of the survey 
appeared on one side and a Spanish translation was printed on the other. The surveys featured die-
cut hooks at the top so they could be hung from handrails attached to the ceilings of buses. The 
surveys were also designed to fit into the ñtake oneò racks of the buses. 
 
The second option for riders wanting to take the survey was on-line at the project website, 
www.metrobus-studies.com. While the questions on the paper survey were geared toward ridersô 
opinions as they were riding the bus that day, the questions in the on-line version were modified to 
reflect general impressions about service on the study routes. 

1.2 Promotion 

The survey was promoted in two ways. One was with 11ò x 17ò posters (Appendix D) that were 
placed on study route buses in advance of the survey day. The survey was also promoted through 
announcements on the project website. On the day of the survey, project team members visited high-
ridership stops on the line to hand out surveys to riders waiting for buses on the study routes. The 
staff wore large ñMetrobusò buttons to identify themselves as part of the project and answered rider 
questions as necessary. 

1.3 Administration 

The paper survey was administered on Tuesday, July 16, 2013, from 5:30 am to 8:30 pm. Project 
team members were stationed at Rhode Island Avenue Metro Station ï where all but one of the study 
routes (the G8) has its western terminal ï to put posters on buses, hang surveys from overhead rails, 
place surveys in schedule racks, and affix collection pouches in the front and back of each bus. 
Surveys were collected from the pouches by project staff whenever a bus arrived at Rhode Island 
Avenue Metro.  Project team members were also located at Eastern and Michigan Avenues to perform 
the same functions, but for Route G8.  And additional project staff was placed at Brookland Metro, Mt. 
Rainier, New Carrollton Metro, and College Park Metro to pass out surveys to waiting riders. 
 
Metrobus operators and supervisors at Bladensburg Division and Landover Division were informed of 
the survey more than a week in advance, and the division superintendents were mailed copies of 
written instructions about the survey to distribute to the staff. 
 
Approximately 4,000 paper surveys were distributed on the day of the survey. While the paper survey 
was administered on only one day, the on-line version was available until November 21, 2013.  
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1.4 Tabulation 

Project staff retrieved completed surveys from the collection pouches on buses throughout the course 
of the survey day and from the business reply mail address in the five months following the survey 
day. Paper surveys were tabulated by the project team using Survey Monkey, an on-line tool that also 
produces graphics and helps analyze the information for the purpose of reporting. Surveys received 
via the project web page were automatically tabulated via Survey Monkey. 
 
A summary of the rider survey results is presented in Section 2 of this report, and full survey results 
by question are presented in Section 3.  A transcription of open-ended additional comments from the 
paper survey is presented in Appendix E. 
 

As mentioned, the paper version of the rider survey was bilingual, with English on one side and a 
Spanish translation of the same questions on the other. Of the 690 surveys received, 23 of them (3.3 
percent) were completed in Spanish. 
 
For purposes of comparison, the table below shows the number of survey responses received for 
each of the last five Metrobus priority corridor studies affecting the District of Columbia.  The table 
shows that the Rhode Island Avenue - Baltimore Avenue Lines Study received more total replies than 
the previous four surveys. 
 

Rider Survey 
Responses 

90s Line, 
2010 

A Lines, 
2011 

14th St. Line, 
2012 

Route 80, 
2012-13 

This Study, 
2013 

Paper 658 532 412 299 413 

On-Line 17 44 187 47 277 

Total 675 576 599 346 690 

 
  



 Rhode Island Avenue ï Baltimore Avenue Lines Study  

Rhode Island Avenue ï Baltimore Avenue Lines Study 6 
Technical Memorandum #2 - Rider Survey ï Final Results  

2.0 Summary of Results 

A total of 690 rider surveys for this study were returned between July 16 and November 21, 2013: 
 

¶ The majority of responses (413, or 60 percent) were through paper surveys. 

¶ 277 responses (40 percent) were received on-line through the project website. 
 

The following is a list of major themes that recurred in the rider survey responses for this study: 
 
1) Service span is among the most problematic items for riders of these routes. In Question 15, 43 

percent of respondents said that they ñalmost alwaysò desire more late night and weekend buses, 
while another 23 percent said they ñoftenò wish for expanded hours. 
 

2) The second-biggest concern appears to be a lack of frequency of buses; 36 percent of survey 
respondents said that the lack of frequency ñalmost alwaysò affects them, while almost 31 percent 
said it ñoftenò affects them. 
 

3) Schedule adherence also rated high in terms of persistent problems among respondents.  25 
percent said that reliability is almost always a problem for them, and another 28 percent said itôs 
often a problem. 

 
4) 32 percent of survey respondents take Route G8, while the other 68 percent take one of the other 

routes in the study.  20 percent of respondents said they take whichever bus comes first.  Route 
83 had the most riders of the other routes with 13 percent, while the T18 and the 86 had 12 
percent each. 

 
5) On and off locations widely varied among respondents, as most of the study routes are very long.  

However, Rhode Island Avenue Metro was the most common origin and destination for all routes 
except for the G8.  The most common on/off point for Route G8 is Brookland Metro. 

 
6) A majority of respondents ï 64 percent ï said they did not transfer from another bus or rail line on 

this trip; 57 said they did not plan to transfer.  Of those who did transfer or planned to, the most 
common response was the Red Line at Rhode Island Avenue station. 

 
7) On a scale of 1 to 10 (1 = poor, 10 = excellent), 19 percent of respondents rated the study routes 
a ñ7ò, followed by ñ5ò, ñ8ò, and ñ6ò.  Few riders rate the services in this study exceptionally good or 
bad; most see it as being in the average-to-satisfactory range. 

 
8) Crowding was not reported as an issue in the survey; 83 percent said they found a seat on their 

most recent trip. 
 

9) Safety and security were also not reported as a major issue in the survey; 58 percent said they are 
generally not concerned, 32 percent said they are sometimes concerned, and only 8 percent 
reported being very concerned about safety and security. 

 
10) Bus operators were rated mostly excellent or good by respondents of the survey.  The quality of 

buses generally rated good, with some respondents saying they are average or excellent.  The 
quality of bus stops had the widest range of approval, fairly evenly spread between poor and 
excellent. 
 

11) Demographics: Of the 76 percent of respondents who answered the question about household 
income, 28 percent said theirs is below $30,000 per year ï WMATAôs threshold for being 
considered low-income. 4 percent of respondents primarily speak Spanish at home and 6 percent 
said they are of Latino origin. 57 percent of respondents identify as black, 33 percent white, 8 
percent mixed, and 4 percent Asian.  
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3.0 Rider Survey Results by Question 

The following pages show the results of the rider survey by question. 
 

 
 
 
 
Note that while Route G8 was the top answer for this question, the G8 does not interface with the 
other routes in the study ï all of which share alignment on Rhode Island Avenue between Rhode 
Island Avenue Metro and Mt. Rainier.  (See the route map on Page 2.) 
 
This explains why ñwhichever comes firstò was the second-most popular answer; these are riders who 
board somewhere along that segment of Rhode Island Avenue, or on the segment where Routes 83 
and 86 share alignment in College Park, or where the 84 and T18 share alignment in Bladensburg or 
at New Carrollton Metro Station. 
 
A more instructive way of looking at the results for this question might be: 
 
G8: 31.8 percent 
Other routes in the study: 68.2 percent  

31.8% 

20.5% 

13.1% 

12.5% 

12.3% 

6.0% 

2.0% 

1.3% 

0.6% 

0% 5% 10% 15% 20% 25% 30% 35%

G8

Whichever comes first

83

T18

86

84

No answer/not sure

82

81

Question #1: Please check the route you usually ride  
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Of the listed options, Rhode Island Avenue Metro Station was the answer given by one out of five 
survey respondents. Over half of the respondents boarded at a stop other than the Metrorail stations 
listed on the survey.   

59.3% 

20.1% 

5.3% 

3.1% 

2.8% 

2.8% 

2.6% 

2.0% 

1.0% 

1.0% 

0.0% 10.0% 20.0% 30.0% 40.0% 50.0% 60.0% 70.0%

Other

Rhode Island Avenue Metro

No answer/not sure

New Carrollton Metro

Brookland-CUA Metro (NB)

Brookland-CUA Metro (SB)

College Park-U of MD Metro (NB)

College Park-U of MD Metro (SB)

Rhode Island Ave. & South Dakota Ave

Route 1 & 34th

Question #2: At which station or bus stop did you 
board the bus?  
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As with Question 2, the top answer to Question 3 ïOther ï was a stop other than one of the options 
listed.  Of the choices offered, Rhode Island Avenue Metro was again the top response. 
 
Farragut Square, McPherson Square, and Brookland Metro are only served by Route G8, so it is 
noteworthy that of the nearly 32 percent of total respondents who primarily ride the G8, a significant 
portion appear to board at Brookland Metro and take the G8 downtown to either McPherson or 
Farragut Square.  (Or vice-versa in the PM peak and outbound direction.)  

47.9% 

21.0% 

7.5% 

5.9% 

5.0% 

3.8% 

3.1% 

2.2% 

1.9% 

1.8% 

0% 10% 20% 30% 40% 50% 60%

Other

Rhode Island Avenue Metro

No answer/not sure

Farragut Square

New Carrollton Metro

Brookland-CUA Metro (SB)

College Park - U of MD Metro (SB)

McPherson Square

College Park - U of MD Metro (NB)

Brookland - CUA Metro (NB)

Question #3: Which station or bus stop is your final 
destination on this trip? 
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Questions 4 and 5 of the survey asked about transfers.  The chart above shows that almost 64 
percent of riders did not transfer from another Metrobus or Metrorail line on this particular trip.   
 
10 percent declined to answer. 
 
Of the remaining 26 percent who did transfer, almost 18 percent did so at Rhode Island Avenue 
Metro. 
 
Those who said they transferred from another bus indicated a variety of routes.  The top six 
responses, however, were: 
 
P6:  10 
D8:  10 
F4-F6:  8 
B2:  5 
E2:  5 
80:  4  

63.6% 

17.7% 

9.7% 

4.2% 

2.9% 

1.4% 

0.5% 

0% 10% 20% 30% 40% 50% 60% 70%

No

Yes, I transferred from the Red Line at Rhode Island
Avenue

No answer/not sure

Yes, I transferred from the Red Line at Brookland

Yes, I transferred from the Green Line at College
Park

Yes, I transferred from the Orange Line at New
Carrollton

Yes, I transferred from the Green Line at Prince
George's Plaza

Question #4: On this trip, did transfer FROM 
another Metrobus or Metrorail line? 
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The chart above shows that approximately 57 percent of riders did not transfer to another Metrobus or 
Metrorail line on this particular trip.   
 
12 percent declined to answer. 
 
Of the remaining 31 percent who did transfer to another bus or rail line, 18 percent did so at Rhode 
Island Avenue Metro. 
 
Those who said they transferred to another bus indicated a variety of routes.  The top six responses, 
however, were: 
 
F4-F6:  16 
D8:   9 
P6:   8 
H8-9:   8 
H1-2-3: 6 
42:   4 
 
Questions 6 relates to the types of trips made on the lines being evaluated. 83% of respondents use 
the bus for work trips while approximately 37% use the bus for shopping and other errands.  
 
Question 7 asked rides how often they use the bus per week. The highest response rate, at 
approximately 46%, is 3-5 days per week while the next highest response was 6-7 days per week, at 
approximately 37%. The data from these two questions were used to confirm some of the 
recommendations made in the final recommendations process.    

57.2% 

18.4% 

12.2% 

6.6% 

3.1% 

2.4% 

0.2% 

0% 10% 20% 30% 40% 50% 60% 70%

No

Yes, I will transfer to the Red Line at Rhode Island
Avenue

No answer/not sure

Yes, I will transfer to the Red Line at Brookland

Yes, I will transfer to the Green Line at College Park

Yes, I will transfer to the Orange Line at New
Carrollton

Yes, I will transfer to the Green Line at Prince
George's Plaza

Question #5: On this trip, will you transfer TO 
another bus or Metrorail line  
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Note: Responses for Question 6 total more than 100 percent because some respondents selected 
more than one answer. 
 

 
  

83.0% 

36.6% 

15.8% 

10.2% 

1.8% 

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

Work

Shopping/errands

Medical

School

No answer/not sure

Question #6 - What kind of trips do you 
usually make on this Metrobus line  

45.8% 

37.4% 

14.7% 

2.1% 

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

3-5 days per week

6-7 days per week

Fewer than 3 days per week

No answer/no sure

Question #7: How often do you rider the 
buses on this line  
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Questions 8 through 11 relate to the wait for the bus, trip length, seat availability, and safety and 
security on the bus. The data in Question 8 shows that 50% of riders waited less than 10 minutes for a 
bus but that approximately 24% waited between 11 and 20 minutes while approximately 18% of riders 
waited more than 20 minutes. This substantiates data analysis results and feedback during the public 
outreach process regarding issues of bus bunching and large gaps in service as well as wide 
headways on some of the routes evaluated, especially during the mid-day. 
 
The data in Question 9 show that approximately 80% of riders have a trip less than 30 minutes long. 
The data in Table 10 show that approximately 83% of respondents were able to find a seat on the bus 
while the data in Question 11 indicate that Safety and Security are generally not a concern of riders on 
the Rhode Island Avenue ï Baltimore Avenue Lines.     
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16.4% 

36.5% 

24.3% 

18.3% 

4.5% 

0% 5% 10% 15% 20% 25% 30% 35% 40%

Less than 5 minutes

5 to 10 minutes

11 to 20 minutes

More than 20 minutes

No answer/not sure

Question #8: How long did you wait for the bus 
you're now on? 

33.1% 

47.7% 

17.8% 

1.5% 

0% 10% 20% 30% 40% 50% 60%

Less than 15 minutes

15 to 30 minutes

More than 30 minutes

No answer/not sure

Question #9: How long do you expect to be on 
this bus? 
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82.6% 

14.9% 

2.5% 

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

Yes

No

No answer

Question #10: Was a seat available when you 
boarded the bus  

58.4% 

32.1% 

7.8% 

1.6% 

0% 10% 20% 30% 40% 50% 60% 70%

I am usually not concerned

I'm somewhat concerned: it depends on the time
and location

I am often very concerned

No answer/not sure

Question #11: What are your thoughts about 
safety and security on these buses  
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Questions 12, 13, and 14 relate to respondentôs perceptions regarding quality of the stop where riders 
board (question 12), quality of the bus the trip is taken on (question13), and driver quality (question 
14).  
 
Of note in question 12 (qustion 12a) is the fairly poor response regarding information at stops, where 
37% of respondents gave a quality rating of 1 or 2 (lower quality) regarding the quality of information 
at stops. The quality of sidewalk and pavements at stops (question 12b) received higher scores, with 
approximately 50% or respondents giving a score of 4 or 5 on this question. The quality of shelters 
(question 12c) were generally rated poorly, with approximately 46% of respondents rating shelters 
poor (ratings score of 1 or 2).  
 
The cleanliness of the bus (question 13a) was rated fairly high, with approximately 58% of 
respondents providing a score of either 4 or 5 on bus cleanliness. Bus comfort and bus condition were 
also rated highly, with approximately 58% of respondents rating buses high on comfort and 
approximately 59% of respondents rating buses high on condition. 
 
Drivers overall were rated quite highly. Approximately 81% of respondents rated drivers highly with 
regard to safe operations (question 14a). Approximately 77% of respondents rated drivers highly with 
regard to route knowledge (question 14b) and approximately 73% of respondents rated drivers highly 
with regard to courtesy and professionalism (quaestion 14c).  
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Question #12a: Please rate quality of bus stop 
where you boarded the bus: Information about 
service at stop (1=poor quality, 5 = high quality) 
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Question #12b: Please rate quality of bus stop 
where you boarded the bus: Quality of pavement 

and sidewalk (1=poor quality, 5 = high quality) 

1 2 3 4 5
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Question #12c: Please rate quality of bus stop 
where you boarded the bus: Quality of shelter, if 

provided at stop (1=poor quality, 5 = high 
quality) 
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Question #13a: Please rate quality of the bus you 
are currently on: Cleanliness(1=poor quality, 5 = 

high quality) 
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Question #13b: Please rate quality of the bus you 
are currently on: Comfort (1=poor quality, 5 = 

high quality) 
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Question #13c: Please rate quality of the bus you 
are currently on: Condition (1=poor quality, 5 = 

high quality) 
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Question #14a: Please rate the driver on the  bus 
you are currently riding: Safe Operation (1=poor 

quality, 5 = high quality) 
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Question #14b: Please rate the driver on the bus 
you are currently riding: Route Knowledge (1=poor 

quality, 5 = high quality) 
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Question #14c: Please rate the driver on the bus 
you are currently riding: 

Courtesy/Professionalism(1=poor quality, 5 = high 
quality) 
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Question 15 is arguably the most important question of the survey, as it asks respondents about the 
frequency with which they experience problems on the routes in this study. 
 
Judging from the replies, hours of service appears to be the most problematic item for riders of these 
routes. 43 percent said that they ñalmost alwaysò desire more late night and weekend buses, while 
another 23 percent said they ñoftenò wish for expanded hours. 
 
The second-biggest concern appears to be a lack of frequency of buses; 36 percent of respondents 
said that the lack of frequency ñalmost alwaysò affects them, while almost 31 percent said it ñoftenò 
affects them. 
 
Reliability of buses appears to be the third-biggest issue for riders of these routes. 
 
This information was later corroborated in the two focus groups and five public meetings for the study, 
in which participants emphasized the need for expanded service hours, greater frequency, and 
improved reliability over all other issues. 
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Despite the criticisms of service in the rider survey, Question 16 indicates that a majority of riders are 
at least somewhat satisfied with the Metrobus routes in the study.  When asked to rate the service on 
a scale of 1 to 10, the top answer with 19 percent was ñ7ò, followed by ñ5ò, ñ8ò, and ñ6ò. 
 
Few riders rated the services in this study exceptionally good or bad; most indicated that they saw it 
as being in the average-to-satisfactory range. 
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Note: The total is greater than 100 percent because riders had the option of selecting more than one 
method by which they receive information about next bus arrivals. 
 
While the paper schedules and WMATA phone number are still the most popular means of obtaining 
arrival information for riders of these routes, smart phones have become increasingly popular over the 
last few years.  28 percent said they use iPhone while another 24 percent use Android.  Those two 
devices alone are used by more than half of respondents to the survey. 
 
 
Question 18 was an open-ended question asking about additional improvements that Metro should 
consider for the routes in this study.  See Appendix E for a transcription of answers to this question. 
 
Question 19 asked for the name of respondents, Question 20 asked for their email address, and 
Question 21 asked for their mailing address. 
 
Question 22 asked respondents whether they would like to be part of a focus group for the study.  33 
percent said yes, 24 percent said no, and 43 percent did not give an answer.   
 
The 33 percent (196 respondents) who said yes, and who also gave a working email address in 
Question 20, were sent an invitation to be part of the focus groups in August 2013. 
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Question 17: Which of these do you use to get 
information about next bus arrivals  
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Questions 23 through 27 asked respondents demographic questions, which WMATA uses to analyze 
ridership data and be in compliance with federal regulations concerning environmental justice (Title VI 
of the Civil Rights Act of 1964). 
 

 
 
 
28 percent of respondents who answered question #23 have a household income below the threshold 
of being considered ñlow-incomeò for the Washington, DC region. 
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income 
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Appendix A ï Rider Survey, English 
 

 
 

 

 
  


