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Overall Results

How Often Customers Use 
Chapel Hill Transit (CHT)

by percentage of the riders surveyed

Less than once a week
3%

1 day per week
3%

2 days a week
5%

3 days a week
10%

4 days a week
11%

5 days a week
53%

6+ days a week
15%

First time riding
1%

Less than once a week
3%

1 day a week
3%

2 days a week
5%

3 days a week
9%

4 days a week
10%

5 days a week
52%

6+ days a week
19%

First time riding
0%

2018 2016

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey) TRENDS



How Many Times Per Week Customers Use CHT for 
Trips Other Than Work and School

0-5 Times
88%

6-10 Times
6%

10+Times
1%

Not Provided
5%

by percentage of the riders surveyed

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

How Long Customers Have Been Using 
CHT’s Services At Least Once A Week

Less than a month
4%

1-6 months
20%

7-12 months
15%

1-2 years
26%

3-4 years
17%

4+ years
18%

Not provided
1%

by percentage of the riders surveyed

Less than a month
4%

1-6 months
28%

7-12 months
7%

1-2 years
24%

3-4 years
19%

4+ years
18%

Not provided
1%

2018 2016

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey) TRENDS



Does Customer Have Another Vehicle that Could be 
Used to Make This Trip?

Yes
62%

No
38%

by percentage of the riders surveyed (excluding “don’t know”)

2018
Yes
62%

No
38%

2016

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey) TRENDS

Did Customer Board Bus at a Park and Ride Location

Yes
29%

No
71%

by percentage of the riders surveyed

Yes
24%

No
76%

2018 2016

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey) TRENDS



What is Most Important to Customers in a Bus Rapid 
Transit System

Bike/Pedestrian 
7%

Speed of Service
44%

Cooridor Development
2%

Convenient Transfers
19% Extended Later Service

19%

Regional Connections
4%

Station Experience
3%

None of These
2%

by percentage of the riders surveyed

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

Connections

by percentage of riders who owned a car (multiple responses allowed)

72%

62%

30%

25%

15%

8%

9%

1%

8%

65%

58%

29%

22%

14%

12%

7%

5%

13%

Parking is too expensive

Parking is hard to find

I care about the environment

To avoid traffic congestion

The bus is faster than driving

Don't like driving

Driving is too expensive

Don't have a license

Other

0% 20% 40% 60% 80%

2018 2016

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

Reasons Customers Used Public 
Transit If They Owned a Car

TRENDS



by percentage of riders who did not own a car (multiple responses allowed)

59%

27%

21%

19%

63%

30%

20%

12%

Its my only alternative

No car available for this trip

No drivers license

Other

0% 20% 40% 60% 80%

2018 2016
Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

Reasons Customers Used Public Transit 
If They Did Not Own a Car

TRENDS

46%

42%

3%

3%

2%

2%

2%

1%

0%

College

Work

Personal business

Other

Shopping

Hospital/doctor's office

Social/recreation

High school (grades 9-12)

Middle school (grades 6-8) 

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

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of the riders surveyed

Purpose of the Trip



75%

20%

3%

0%

1%

1%

0%

80%

15%

3%

1%

1%

1%

0%

Walked

Drove a car

Transferred from another CHT bus

Got a ride from someone else

Transferred from a GoTriangle bus

Rode a bicycle

Transferred from other transit agency

0% 20% 40% 60% 80% 100%

2018 2016

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of the riders surveyed

How Customers Got to the Bus They Were Riding

TRENDS

by percentage of riders who walked to get to the bus they were riding

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

Number of Blocks Customers Had to Walk 
to Get to the Bus They Were Riding

0-5 blocks
97%

6-10 blocks
3%

10+ blocks
0%



by percentage of the riders surveyed (excluding “don’t know”)

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

Number of Blocks The Nearest Bus 
Stop is Located From HOME

0-5 blocks
87%

6-10 blocks
4%

11-20 blocks
1%

21+ blocks
9%

Average Time It Takes Riders to Get 
From Home to Work Using the Bus

by percentage of the riders who were employed (excluding “don’t know" responses)

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

10 minutes or less
14%

11-20 minutes
43%

21-30 minutes
21%

31-60 minutes
20%

More than 1 hour
2%

10 minutes or less
18%

11-20 minutes
42%

21-30 minutes
20%31-60 minutes

14%

More than 1 hour
6%

20162018

TRENDS



41%

27%

8%

9%

7%

7%

45%

35%

13%

13%

7%

7%

Use my car

Walk

Bicycle

Get a ride from someone else

I would not make this trip

Use a taxi

0% 20% 40% 60%

2018 2016
Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of the riders surveyed (multiple responses allowed)

How Customers Would Have Made Their 
Trip If CHT Service Was Not Available

TRENDS

Items That Would Encourage Riders to Use 
CHT More Often

48%

42%

37%

34%

28%

32%

26%

22%

17%

11%

14%

6%

7%

4%

4%

3%

49%

43%

39%

36%

34%

27%

22%

20%

16%

13%

13%

5%

5%

4%

4%

2%

More frequent service

More service offered later in the evenings

More service offered on Saturdays

More service offered on Sundays

Nothing. I am riding it as often as I can

Faster travel time

Buses being on-time/service more reliable

Service provided to more destinations

Bus stops located closer to your home

More covered shelters available

More service offered earlier in the mornings

More information available about the services

Fuel prices increase

Cleaner/better maintained vehicles

More comfortable vehicles

Operator(s) more helpful

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

2018 2016
Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of the riders surveyed (multiple responses allowed)

TRENDS



Overall Ratings of the Quality of Chapel Hill Transit

Excellent
30%

Good
59%

Average
10%

Poor
1%

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of the riders surveyed (excluding don’t knows)

Excellent
33%

Good
56%

Average
10%

Poor
1%

20162018

TRENDS

Do you think you will still be using 
CHT a year from now?

Yes
84%

No
15%

Don't know
1%

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of the riders surveyed

20162018

TRENDS

Yes
83%

No
16%

Don't know
1%



49%

44%

48%

47%

43%

44%

40%

38%

44%

39%

35%

31%

34%

21%

26%

30%

23%

23%

18%

13%

11%

41%

47%

40%

41%

44%

41%

42%

46%

32%

39%

43%

47%

44%

50%

46%

37%

36%

39%

37%

18%

17%

9%

8%

10%

10%

11%

14%

14%

13%

16%

16%

17%

17%

14%

20%

20%

29%

35%

27%

27%

35%

33%

2%

1%

2%

2%

3%

1%

4%

2%

8%

7%

5%

5%

8%

9%

8%

4%

6%

12%

18%

34%

39%

How safe you feel while traveling on the bus

Cleanliness/maintenance of buses

How close bus stops are located to your workplace 

Courtesy/customer service of operators

How safely bus drivers operate vehicles

How knowledgeable bus operators are about services

How safe you feel while waiting at bus stops

How comfortable buses are to ride

How close bus stops are located to your home

Availability of route & schedule information

How easy it is to learn to use CHT

Number of destinations served by the bus

How easy it is to understand route & schedule info

Timeliness of buses

How quickly buses get you to your destination

Usefulness of information on buses

How easy it is to transfer between buses

Availability of bus shelters at bus stops

Hours bus service is offered

Availability of bus services on Saturdays

Availability of bus services on Sundays

0% 20% 40% 60% 80% 100%

Very Satisfied (5) Satisfied (4) Neutral (3) Dissatisfied (1/2)

Satisfaction With Various Aspects of Chapel Hill Transit:
Riders on Both Express and Local Routes

by percentage of riders who rated the item as a 1 to 5 on a 5-point scale (excluding don’t knows)

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

Satisfaction With Various Aspects of Chapel Hill Transit: 
Riders on Both Express and Local Routes

by percentage of riders who rated the item as Very Satisfied or Satisfied on 
 on a 5-point scale (excluding don’t knows)

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

90%

81%

88%

88%

87%

84%

83%

84%

76%

78%

79%

78%

78%

71%

72%

67%

60%

61%

55%

31%

28%

91%

87%

85%

85%

85%

85%

84%

81%

80%

80%

78%

76%

75%

75%

72%

69%

59%

58%

53%

29%

27%

How safe you feel while traveling on the bus

Cleanliness/maintenance of buses

How close bus stops are located to your workplace 

Courtesy/customer service of operators

How safely bus drivers operate vehicles

How knowledgeable bus operators are about services

How safe you feel while waiting at bus stops

How comfortable buses are to ride

How close bus stops are located to your home

Availability of route & schedule information

How easy it is to learn to use CHT bus

Number of destinations served by the bus

How easy it is to understand route & schedule info

Timeliness of buses

How quickly buses get you to your destination

Usefulness of information on buses

How easy it is to transfer between buses

Availability of bus shelters at bus stops

Hours bus service is offered

Availability of bus services on Saturdays

Availability of bus services on Sundays

0% 20% 40% 60% 80% 100%

2018 2016 TRENDS



64%

31%

25%

16%

13%

13%

11%

11%

10%

10%

10%

9%

9%

6%

5%

5%

4%

3%

3%

2%

1%

11%

Timeliness of buses

How quickly buses get you to your destination

Hours bus service is offered

How close bus stops are located to your home

How close bus stops are located to your workplace 

How safe you feel while traveling on the bus

Availability of bus services on Saturdays

Availability of bus services on Sundays

Number of destinations served by the bus

Cleanliness/maintenance of buses

Availability of route & schedule information

How safely bus drivers operate vehicles

How safe you feel while waiting at bus stops

Availability of bus shelters at bus stops

How easy it is to understand route & schedule info

Courtesy/customer service of operators

How comfortable buses are to ride

How easy it is to learn to use CHT bus system

How easy it is to transfer between buses

How knowledgeable bus operators are about services

Usefulness of information on buses

None chosen

0% 20% 40% 60% 80%

Chapel Hill Transit Services Residents
Think Are Most Important:

Riders on Both Express and Local Routes 
by percentage of riders who selected the item as one of their top three choices

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

How Riders Typically Get Information 
About CHT Services

by percentage of the riders surveyed (multiple responses allowed, excluding "Other”)

64%

43%

15%

14%

9%

6%

5%

5%

5%

5%

59%

55%

14%

12%

9%

5%

5%

5%

4%

3%

Mobile apps

CHT website

Signs posted on buses

Friends/family

Operators

UNC/Hospital information

By calling CHT

Other riders

Social media

Employer

0% 20% 40% 60% 80%

2018 2016
Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey) TRENDS



Trip Planners Riders Use

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of respondents surveyed

56%

34%

15%

55%

29%

20%

Neither

Google Transit 

Go Triangle 

0% 20% 40% 60% 80%

2018 2016 TRENDS

Do you use CHT’s NextBus?

Yes
67%

No
33%

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of the riders surveyed

Yes
53%

No
47%

20162018

TRENDS



 Do you use CHT's NextBus?

Yes
47%

No
53%

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of the riders surveyed

Express Local
Yes
55%

No
45%

Would you like to receive email alerts 
about CHT services?

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of the riders surveyed

Yes
18%

No
82%



Would you like to receive email
 alerts about CHT services?

Yes
23%

No
77%

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of the riders surveyed

Express Local
Yes
17%

No
83%

Number of People Living in the Household

One
28%Two

31%

Three
16% Four

16%

Five or More
9%

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of the riders surveyed

20162018

TRENDS

One
25%

Two
35%

Three
16%

Four
15%

Five or more
9%



Age of Riders

Under 25
48%

25 to 34
29%

35 to 44
9%

45 to 54
6%

55 to 64
6%

65+
2%

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of the riders surveyed

Under 35
77%

35 to 44
10%

45 to 54
6%

55 to 64
4%

65+
2%

20162018

TRENDS

Total Annual Household Income

Under $10,000
26%

10,000-$19,999
8%

20,000-$29,999
10%

30,000-$39,999
9%

40,000-$49,999
8%

50,000-$74,999
12%

$75,000 or more
14%

Not Provided
13%

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of the riders surveyed

Under $10,000
29%

10,000-$19,999
11%

20,000-$29,999
11%

30,000-$39,999
11%

40,000-$49,999
9% 50,000-$74,999

11%

$75,000 or more
16%

Not provided
3%

20162018

TRENDS



Occupation of Riders

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of the riders surveyed

59%

20%

4%

4%

4%

2%

3%

2%

2%

0%

55%

22%

5%

4%

4%

3%

2%

2%

2%

1%

Student

Professional

Skilled Technician

Service Industry

Clerical

Unemployed

Laborer

Retired

Manager

Homemaker

0% 20% 40% 60% 80%

2018 2016

TRENDS

Status of Rider's UNC Affiliation

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of the riders surveyed

34%

29%

13%

10%

11%

5%

Undergraduate student at UNC

Graduate student at UNC

Employee at UNC Hospital

Staff/contractor at UNC

Not affiliated with UNC

Faculty at UNC

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



Express Routes

50%

45%

46%

43%

43%

47%

43%

33%

31%

38%

33%

31%

28%

21%

25%

24%

22%

26%

19%

14%

16%

44%

46%

43%

45%

43%

41%

41%

50%

49%

39%

43%

45%

48%

56%

42%

37%

36%

23%

30%

11%

10%

4%

8%

10%

9%

11%

10%

14%

13%

16%

16%

16%

16%

20%

17%

25%

34%

38%

32%

26%

50%

49%

1%

1%

2%

3%

2%

3%

2%

4%

4%

8%

8%

8%

5%

7%

9%

5%

4%

20%

25%

24%

25%

How safe you feel while traveling on the bus

Cleanliness/maintenance of buses

Courtesy/customer service of operators

How safe you feel while waiting at bus stops

How safely bus drivers operate vehicles

How close bus stops are located to your workplace

How knowledgeable bus operators are about services

How comfortable buses are to ride

How easy it is to learn to use the CHT bus system

Availability of route & schedule information

How easy it is to understand route & schedule info

How quickly buses get you to your destination

The number of destinations served by the bus

Timeliness of buses

Availability of bus shelters at bus stops

Usefulness of information on buses

How easy it is to transfer between buses

How close bus stops are located to your home

Hours bus service is offered

Availability of bus services on Saturdays

Availability of bus services on Sundays

0% 20% 40% 60% 80% 100%

Very Satisfied (5) Satisfied (4) Neutral (3) Dissatisfied (1/2)

Satisfaction With Various Aspects of Chapel Hill Transit:
Riders on Express Routes Only

by percentage of riders who rated the item as a 1 to 5 on a 5-point scale (excluding don’t knows)

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey) Express Routes



66%

35%

34%

20%

18%

11%

10%

10%

9%

8%

7%

7%

6%

5%

4%

4%

3%

2%

1%

1%

1%

11%

Timeliness of buses

Hours bus service is offered

How quickly buses get you to your destination

How close bus stops are located to your work

How close bus stops are located to your home

Number of destinations served by the bus

Cleanliness/maintenance of buses

Availability of route and schedule information

How safe you feel while traveling on the bus

How safely bus drivers operate vehicles

Availability of bus shelters at bus stops

How safe you feel while waiting at bus stops

How easy it is to understand route & schedule info

Courtesy/customer service of operators

Availability of bus service on Saturdays

How comfortable buses are to ride

Availability of bus service on Sundays

How easy it is to learn to use CHT bus system

Usefulness of information on buses

How easy it is to transfer between buses

How knowledgeable bus operators are about services

None chosen 

0% 20% 40% 60% 80%

Chapel Hill Transit Services Residents 
Think Are Most Important:

Riders on Express Routes Only 
by percentage of riders who selected the item as one of their top three choices

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey) Express Routes

Occupation of Riders

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of the riders surveyed

37%

35%

8%

8%

4%

3%

2%

2%

2%

1%

Professional

Student

Skilled Technician

Clerical

Service Industry

Unemployed

Laborer

Retired

Manager

Not provided

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

Express Routes



Status of Rider’s UNC Affiliation

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of the riders surveyed

34%

25%

21%

13%

5%

3%

Employee at UNC Hospital

Graduate student at UNC

Staff/contractor at UNC

Undergraduate student at UNC

Faculty at UNC

Not affiliated with UNC

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

Express Routes

Age of Riders

Under 35 years
65%

35-44 years
12%

45-54 years
11%

55-64 years
9%

65+ years
4%

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of the riders surveyed

Express Routes



Total Annual Household Income

Under $10K
12%

$10K-$19,999
3%

$20K-$29,999
10%

$30K-$39,999
9%

$40K-$49,999
15%

$50K-$74,999
23%

$75K+
28%

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of the riders surveyed

Express Routes

Local Routes



44%

49%

48%

47%

42%

44%

39%

40%

47%

39%

36%

32%

34%

21%

25%

31%

24%

22%

18%

12%

11%

48%

40%

40%

41%

44%

41%

46%

42%

34%

39%

42%

47%

44%

49%

47%

37%

36%

38%

39%

19%

18%

7%

9%

10%

10%

11%

14%

14%

14%

13%

16%

17%

17%

14%

21%

21%

28%

34%

28%

27%

33%

30%

1%

2%

2%

2%

3%

1%

2%

4%

6%

6%

5%

5%

8%

9%

7%

4%

6%

12%

17%

36%

42%

Cleanliness/maintenance of buses

How safe you feel while traveling on the bus

How close bus stops are located to your workplace

Courtesy/customer service of operators

How safely bus drivers operate vehicles

How knowledgeable bus operators are about services

How comfortable buses are to ride

How safe you feel while waiting at bus stops

How close bus stops are located to your home

Availability of route & schedule information

How easy it is to learn to us the CHT bus system

The number of destinations served by the bus

How easy it is to understand route & schedule info

Timeliness of buses

How quickly buses get you to your destination

Usefulness of information on buses

How easy it is to transfer between buses

Availability of bus shelters at bus stops

Hours bus service is offered

Availability of bus services on Saturdays

Availability of bus services on Sundays

0% 20% 40% 60% 80% 100%

Very Satisfied (5) Satisfied (4) Neutral (3) Dissatisfied (1/2)

Satisfaction With Various Aspects of Chapel Hill Transit:
Riders on Local Routes Only

by percentage of riders who rated the item as a 1 to 5 on a 5-point scale (excluding don’t knows)

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey) Local Routes

64%
30%

24%

16%

13%

12%
12%

12%

10%
10%

10%

9%

9%
5%

5%
5%

5%

3%

3%
1%

2%

11%

Timeliness of buses

How quickly buses get you to your destination

Hours bus service is offered

How close bus stops are located to your home

How safe you feel while traveling on the bus

Availability of bus service on Sundays

Availability of bus service on Saturdays

How close bus stops are located to your work

Number of destinations served by the bus

Cleanliness/maintenance of buses

Availability of route and schedule information

How safe you feel while waiting at bus stops

How safely bus drivers operate vehicles

Availability of bus shelters at bus stops

How easy it is to understand route & schedule info

Courtesy/customer service of operators

How comfortable buses are to ride

How easy it is to learn to use CHT bus system

How easy it is to transfer between buses

Usefulness of information on buses

How knowledgeable bus operators are about services

None chosen

0% 20% 40% 60% 80%

Chapel Hill Transit Services Residents 
Think Are Most Important:
Riders on Local Routes Only 

by percentage of riders who selected the item as one of their top three choices

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey) Local Routes



Occupation of Riders

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of the riders surveyed

64%

17%

4%

4%

3%

3%

2%

2%

2%

1%

Student

Professional

Service Industry

Skilled Technician

Clerical

Unemployed

Laborer

Retired

Manager

Homemaker

0% 20% 40% 60% 80%

Local Routes

Status of Rider’s UNC Affiliation

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of the riders surveyed

38%

30%

12%

8%

8%

5%

Undergraduate student at UNC

Graduate student at UNC

Not affiliated with UNC

Staff/contractor at UNC

Employee at UNC Hospital

Faculty at UNC

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

Local Routes



Age of Riders

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of the riders surveyed

Under 35 years
78%

35-44 years
9%

45-54 years
5%

55-64 years
6%

65+ years
2%

Local Routes

Total Annual Household Income

Source:  ETC Institute (2018 Chapel Hill Transit Customer Survey)

by percentage of the riders surveyed

Under $10K
34%

$10K-$19,999
11%

$20K-$29,999
12%

$30K-$39,999
11%

$40K-$49,999
7%

$50K-$74,999
12%

$75K+
14%

Local Routes




