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Town of Cary 

C-Tran 

2012 Annual Fixed-Route Customer Satisfaction Survey Report 
 

Methodology 
 

The Town of Cary’s C-Tran Annual Fixed-Route Customer Satisfaction Survey was conducted 
from December 2nd through December 7th of 2013.  Town of Cary Planning Staff administered 
the survey to 187 respondents who utilize C-Tran services, which accounts for approximately 
19% of total daily ridership along fixed route service.  The survey was administered in two ways.  
One was by staff on paper to passengers while riding the bus or waiting at bus stops. The second 
was through QR Code/Electronic link survey access on the Fixed Route Services home page 
(which was available in both English and Spanish).  The QR code was made available through 
on-board advertisements.  Because C-Tran Fixed-Route services do not have any registered 
riders or current listing of frequent users, these processes were the only efficient means to 
capture feedback at this point in time.  Planning staff (4) were assigned certain routes and blocks 
of time each day in order to capture viewpoints of all ridership throughout an entire day.  Each 
passenger was approached by the planning staff member and asked if they were willing to 
participate.  If willing, the passenger was presented with a clipboard, pencil, and survey print-out 
and asked to complete the survey before alighting (departing) the bus at their destination.  For 
those who speak Spanish as their primary language, C-Tran partnered with the Town of Cary 
Police Department and Project Phoenix to seek bilingual volunteers and ensure feedback from 
members in Hispanic ethnic groups were captured accurately.  The survey instruments in both 
languages are included in Appendix A. 
 
The survey consisted of 33 questions, with related subparts of the questions for 
comments/suggestions, as well as questions with multiple ratings per question.  Passengers were 
asked to rate C-Tran services regarding many different factors, including driver behavior, 
passenger amenities, on-time performance issues, transfer/connections needs, technology 
enhancements, and stop locations.  The survey also attempted to capture information regarding 
travel choice with and without transit, as well as the number of transfers before and after the 
moment of completing the survey.  There were a series of questions, using the likert scale of 1 to 
5, with 5 being the best, to rate certain services provided by the Town, as well as the Town’s 
transit services contractor.  The final question posed numerous items to enhance and improve 
services from C-Tran, and asked passengers to rank which one’s should be of the highest 
priorities on which the Town should focus in the near future. 
 

Demographic Characteristics of the Sample 
 

The demographic profiles of the sample are exhibited in Figures 1-12.  The gender profile is 
illustrated in Figure 1, showing that more females (51.7%) use C-Tran over males (48.3%).  
Based on the administration of the survey, all routes were surveyed equally at equal segments of 
time during the days of the process.  Figure 2 portrays the Race & Ethnicity composition of 
passengers surveyed.  The largest demographic surveyed was Black/African American (32.6%), 
followed by White/Non-Hispanic (31.49%), Hispanic/Latino (15.47%), Mixed Race (6.63%), 
Asian (6.08%), Other (5.82%), American Indian/Alaska Native (2.76%) and Native 
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Hawaiian/Pacific Islander (0.55%).  This is a very different reflection of the Town of Cary’s 
general demographic composition, as shown in the 2012 Biennial Citizen Survey Report.  The 
staff and Police Department volunteers conducting the survey were instructed to take note of 
those who spoke Spanish, but chose not to take the survey (which was available on paper in 
Spanish).  39 persons were counted based on the numbers compiled after the survey process was 
completed, and the Hispanic/Latino demographic of C-Tran ridership is actually very different.  
All other persons approached to take the survey participated when asked.  The ratios of 
race/ethnicities with the 39 Hispanic/Latino persons taken into account are shown in Figure 3, 
and now represent the largest demographic of C-Tran ridership. 
 

 
Figure 1. Sample:  Gender 
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Figure 2. Sample:  Race & Ethnicity 

 

 
Figure 3. Sample:  Race & Ethnicity with Approached Hispanic Passengers not participating 
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regarding their abilities to comprehend and communicate the English Language.  This would 
help to determine how to provide information in the future.  According to the survey, over 94% 
of passengers indicated that they understand English ‘Very Well’ or ‘Well.’  These figures are 
shown in Figure 4. 

2.76% 
6.08% 

0.55% 

32.60% 

15.47% 

31.49% 

6.63% 
4.42% 

0.00% 

5.00% 

10.00% 

15.00% 

20.00% 

25.00% 

30.00% 

35.00% 

American 

Indian/Alaska 

Native 

Asian Native 

Hawaiian/Pacific 

Islander 

Black or African-

American 

Hispanic or Latino White Mixed Race Other 

P
e

rc
e

n
ta

g
a

e
 o

f 
R

e
sp

o
n

d
e

n
ts

 

Race/Ethnicity Typology 

Race & Ethnicity 

2.26% 
4.98% 

0.45% 

26.70% 

30.32% 

25.79% 

5.43% 3.62% 

0.00% 

5.00% 

10.00% 

15.00% 

20.00% 

25.00% 

30.00% 

35.00% 

American 

Indian/Alaska 

Native 

Asian Native 

Hawaiian/Pacific 

Islander 

Black or African-

American 

Hispanic or Latino White Mixed Race Other 

P
e

rc
e

n
ta

g
e

 o
f 

R
e

sp
o

n
d

e
n

ts
 

Race/Ethnicity Typology 

Race & Ethnicity 



8 

 

 
Figure 4. Sample:  Comprehension of the English Language 

 

Figure 5 shows the age breakdown of current ridership.  The two highest age group brackets 
found using C-Tran are the ’19-24’ and ’25-34’ years of age groups (totaling over 42%).  The 
’35-44’ and ’45-54’ age groups make up the second largest group of ridership (close to 31%).  .  
One primary goal for C-Tran in the upcoming year is to reach out to youth, as only 6.59% of 
riders are between the ages of 13 and 18.  C-Tran will seek to have outreach to middle and high 
schools, as well as extracurricular activity locations, such as Cary Towne Center Mall, Skate 
Park, Aquatic Center, and other major points of interest for youth. 
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Figure 5. Sample:  Age Groups 

 

A new question C-Tran staff wanted to know is from what home zip codes our passengers 
originate.  This will help staff and administration understand how C-Tran provides services to 
more people than those living in the Cary Town limits.  Major highways are displayed, as well as 
the current C-Tran system routes for geospatial reference.  Each jurisdiction is represented by a 
specific color, and then color intensity (light vs. dark) is represented by the volume of C-Tran 
ridership represented from a specific zip code.  The darker the shade of color per jurisdiction, the 
higher the volume of passengers from that area are riding C-Tran.  This can be seen in Figure 6 
on the following page. 
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Figure 6. Zip Codes of Home Locations for Passengers Surveyed 



Staff at C-Tran wanted to know how many people lived in the passenger’s home, as shown in 
Figure 7.  Of the passengers on C-Tran, only 16.57% lived alone, while nearly 55% of 
passengers had 2 or 3 people living in their home.  17.14% of passengers stated that four people 
lived in their home, 12% stated that five people lived in their home.  According the 2010 Census, 
the average household size is 2.59 persons, as reported by the US Census Bureau.  C-Tran 
passengers report being well above that average, with nearly 55% stating they have a household 
size of three or more. 
 

 
Figure 7. Sample:  Persons Residing in Respondent’s Home 
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Figure 8. Sample:  Employed Persons Residing in Respondent’s Home 

 

Figure 9 shows the annual household income of passengers’ households who use C-Tran.  
33.13% of passengers report living in a household that is under the threshold of poverty.  Based 
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Figure 9. Sample:  Annual Household Income 

 

One desired point of information C-Tran staff wanted to know were how many working vehicles 
the passengers responding to the survey owned at home, as seen in Figure 10.  This is included in 
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Figure 10. Sample:  Number of Working Vehicles 

 

Figure 11 shows just how frequently passengers utilize C-Tran services.  78.98% of all 
passengers use C-Tran ‘Frequently’ or ‘Several Times a Week.’  This clearly shows that C-Tran 
is a necessity to hundreds of people on a daily basis, and will only continue to become a greater 
mobility option need as Cary’s population increases and there is a growing need for more service 
workers living outside of Cary commuting to their jobs. . 
 

 
Figure 11. Sample:  Ridership Frequency 
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Figure 12 shows a breakdown of those riders that utilize C-Tran services, and how long they 
have been using the service.  Of those surveyed, transit staff was able to capture 4.49% of 
passengers who were using C-Tran for the very first time.  These instances could be happening 
daily, where the services continue to attract riders for a cheaper alternative form of transportation 
to get them to their desired destination at a significant rate.  39.33% of respondents indicated that 
they had been riding C-Tran for less than 1 year which may also be indicative of a growing 
awareness of our services.  30.34% of respondents indicate that have used C-Tran for 1 to 2 
years.  13.48% indicate that they have used C-Tran for 3 or 4 years, and 12.36% of respondents 
indicate that they have used C-Tran for more than 4 years.  The Town began providing fixed 
route services in December 2005.   
 

 
Figure 12. Sample:  Ridership Tenure 
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ways and means of how passengers most prefer to receive information from C-Tran about C-
Tran. 
 

Means of Access and Transport to & from C-Tran Services 
 

This section will follow a sequential order of steps that our customers take in order to access a 
transit service.  The questions attempt to follow that sequence to provide a portrayal as to the 
types of passengers C-Tran serves, as well as what other services they utilize, whether they are 
related to the Town, or other regional/local transit providers. 
 
The first question C-Tran posed to passengers is where they were coming from prior to boarding 
the bus to reach a new destination.  Looking at Figure 13, the majority of respondents indicated 
that they were coming from home to begin their trip, involving the use of transit (45.45%).  The 
second highest selected point of origin for a trip involving transit was a place of employment, or 
‘work’ (35.23%).  The third and fourth largest origin trip generators were those coming from 
‘Shopping’ (10.23%) and ‘Other’ (6.82%).   
 

 
Figure 13. Sample:  Origin of Trip 
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Figure 14. Sample:  Transfers Required from Trip Origin 

 
Passengers were asked as to whether or not a transfer was required from their point of origin in 
order to be riding on the bus on which they were being surveyed.  If they did transfer, they were 
asked how many were involved along their current trip.  11.43% of passengers surveyed 
indicated that they did not require a transfer of buses from their point of origin to the bus on 
which they were being surveyed.  47.86% of passengers indicated one transfer was required, and 
23.57% of passengers indicated that 2 transfers were required in order to be on the bus for 
surveying from their point origin.  Nearly 17% of passengers indicated that they needed three or 
more transfers to be on the bus on which they were being surveyed from their point of origin. 
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Figure 15. Sample:  Number of Transfers Necessary on Current Point of Trip 
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bus on which they were being surveyed.  24.41% of passengers surveyed indicated that they 
transferred from a Triangle Transit (TTA) bus route.  17.32% of passengers surveyed indicated 
that they transferred from Raleigh’s Capital Area Transit (CAT) bus routes. 

 
Figure 16. Sample:  Systems From Which Passengers Transferred 
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In order to gain access to a bus route, passengers need to find a way to arrive at the bus stop in 
order to board any bus along a route.  91.28% of all passengers surveyed indicated that they 
walked from their point of origin to the nearest or most convenient bus stop along a route that 
serves or transfers to their final or desired destination.  3.49% of passengers indicated they rode 
their ‘bicycle’ to reach the bus stop (which means passengers are using the Bike Rack-N-Roll 
service), as seen in Figure 17. 
 

 
Figure 17. Sample:  Means of Mobility to Reach Bus Stop 
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Figure 18. Sample:  Final Destination 

 
Passengers were asked if a transfer (first on the trip, or additional) after the bus on which they 
were being surveyed was necessary to reach their final destination.  62.5% of passengers 
indicated that they did not need to make another transfer, while 37.5% did state they would need 
an additional transfer to reach their final destination.  In the future, a greater breakdown of those 
needing multiple transfers along a trip and just how many require multiple in- or out-of-network 
(outside of C-Tran) transfer trips will be provided in the survey. 
 

 
Figure 19. Sample:  Transfer After Current Bus to Final Destination 
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With extra transfers necessary for many passengers to reach their final destination, C-Tran staff 
was interested as to what systems would be utilized for that transfer service.  Of the 70 
respondents requiring a transfer from the bus they upon which they were surveyed to a different 
bus, 61.43% of those passengers indicated that they would transfer to another C-Tran route.  
14.29% of passengers indicated that they would transfer to a Triangle Transit  bus route, and 
17.14% of passengers indicated that they would transfer to Raleigh’s Capital Area Transit (CAT) 
bus routes.  There is a shift in passenger movement from other systems to C-Tran routes.  Capital 
Area Transit passengers now comprise a higher proportion of C-Tran ridership than TTA 
passengers as compared to the 2012 C-Tran Customer Satisfaction Survey. 
 
While the administration of the survey was well covered in terms of time of day and random 
assignments of bus routes selected, it is interesting to note that passengers indicated that they 
transferred from and to numerous other transit services (i.e. Durham Area Transit Authority 
(DATA), North Carolina State University’s Wolfline, and Chapel Hill Transit) to reach the bus 
on which they were being surveyed, but they were not utilizing the same services to reach their 
final destinations.   
 

 
Figure 20. Sample:  What System To Be Used for Final Destination Transfer 

 
Once a passenger alights a bus, a majority of the time they must use additional means to reach 
their final or desired destination.  88.76% of passengers indicated that they will walk, 5.33% 
indicated ‘picked up’ and 2.96% stated they would ride their ‘bicycle’ from the bus stop to reach 
their final destination. 
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Figure 21. Sample:  Means of Mobility to Reach Final Destination from Bus Stop 

 
To gain access on the bus, passengers must present or pay for a fare to board the bus or show the 
driver an ID for free services as in the case for seniors age 60 or older.  Figure 22 shows the 
many different types of passes and fares accepted on C-Tran, and the corresponding percentages 
of passengers surveyed who used what type of pass.  The three highest are ‘1.00 Cash Fare’ 
(27.49%), ‘$2.00 1-Day Pass’ (34.5%), and the ‘$4.00 Regional Pass’ (15.2%).   
 

 
Figure 22. Sample:  Passengers Use of Pass/Fares 
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Based on C-Tran’s current system operations, passengers were asked to indicate how many days 
they use C-Tran to frequent certain basic needs and amenities on a day-to-day basis.  Figure 23 
shows the number of days C-Tran is used by respondents per each selected destination typology.  
Figure 24 shows the number of days C-Tran is used by respondents per overall destination 
typologies.  From Figure 23, the highest bulk of respondents indicated that ‘Work’ was a 
destination accessed through C-Tran, with 24.85% of those respondents using C-Tran 5 days a 
week.  The lowest bulk of respondents indicating a specific destination was that of those seeking 
‘Health Needs’ – 7.88% of these respondents who sought Health Needs using C-Tran were doing 
so approximately 1 day a week.  From Figure 24, of all respondents indicating any destination 
typology, the highest bulk of passengers show that 36.11% of passengers use C-Tran to access 
‘Health Needs’ at least once on a weekly basis.  ‘Work’ is the next largest typology indicated by 
passengers accessed with C-Tran 5 days a week, and then ‘School’ is the third largest typology 
indicated by passengers access with C-Tran 5 days a week at 31.82%.  This volume indicated for 
school trips, combined with understanding of age, destination choice, shows that school could 
mean K-12 and/or college/university trips. 
 

 
Figure 23. Sample:  Number of Days C-Tran is Used by Respondent per each Selected Destination Typology 
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Figure 24. Sample:  Number of Days C-Tran is Used by Respondents per Overall Destination Typology 
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Transit Services Ratings 
 
In conformance with Town of Cary assessments, aspects of C-Tran services were provided 
grades.  The grades and associated ranges of rating percentages are seen in Table 1.  These are 
slight variations with the grades and rating ranges used with the Town of Cary’s Biennial Citizen 
Survey Report that use a one to nine rating scale.  To be consistent with rating systems used by 
other transit systems in the region, staff utilized the more commonly administered one to five 
rating system. 

 

Table 1. Rating and 

Corresponding Grade 

 

Each aspect of C-Tran services relating to each other, each being rated by passengers, has been 
put into clusters.  These clusters are as follows: 

 Quality of Service (Due to survey length constraints, these were not assessed in 2013, but 

will be included in 2014) 

 On-Board Passenger Needs 

 Issues with Time 

 Safety with System 

 Cost 
 

Quality of Service 
 

Year Mean 1 2 3 4 5 Grade 

12 8.41 3.7 4.23 9.52 32.80 49.74 B 

13 Not Rated 
Table 2:  Overall Quality 

 

Year Mean 1 2 3 4 5 Grade 

12 8.75 3.41 2.84 10.23 19.89 63.64 B+ 

13 Not Rated 
Table 3:  Driver Courtesy 

 

Rating (%) Grade 

97-100 A+ 

94-96 A 

90-93 A- 

87-89 B+ 

84-86 B 

80-83 B- 

77-79 C+ 

74-76 C 

70-73 C- 

67-69 D+ 

64-66 D 

60-63 D- 

Below 60 F 
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Year Mean 1 2 3 4 5 Grade 

12 8.00 2.27 6.82 23.86 22.73 44.32 B- 

13 Not Rated 
Table 4:  Destinations Served 

 

On-Board Needs 
 

Year Mean 1 2 3 4 5 Grade 

12 8.64 1.65 6.04 6.59 30.22 55.49 B 

13 8.95 2.94 0.59 6.47 22.94 66.47 B+ 

Table 5:  Overall Comfort 

 

Year Mean 1 2 3 4 5 Grade 

12 8.06 8.19 5.26 12.87 22.81 50.88 B- 

13 8.27 2.94 5.29 13.53 17.06 58.24 B- 
Table 6:  Quality of Information on Bus 

 
Within the category of ‘On-Board Needs,’ Passengers had the opportunity to rate two main areas 
of ‘needs’ on-board C-Tran buses.  The first, ‘Overall Comfort,’ was rated as for a grade of ‘B+,’ 
a slight increase over the previous year.  The second factor of ‘On-Board Needs,’ ‘Quality of 
Information on Bus,’ was rated for a grade of ‘B-,’ which is the same grade  The overall grade 
earned for ‘On-Board Needs’ would be an average of a ‘B.’  This grade provides a good 
indicator as to what is working well, but also to enhance forms of information from C-Tran and 
the Town of Cary for the future. 
 

Issues with Time 

Year Mean 1 2 3 4 5 Grade 

12 7.89 6.01 6.56 16.39 28.96 42.08 C+ 

13 8.33 4.71 4.12 8.24 21.18 58.82 B- 

Table 7:  Satisfaction with Overall Travel Time 

 

Year Mean 1 2 3 4 5 Grade 

12 8.34 2.84 5.11 18.75 18.75 54.55 B- 

13 8.14 4.12 4.12 16.47 19.41 53.53 B- 
Table 8:  Satisfaction with Overall Timeliness of Bus Arrival 

 

Year Mean 1 2 3 4 5 Grade 

12 7.8 6.21 9.04 19.21 19.77 45.76 C+ 

13 7.89 6.47 7.06 10.00 20.59 52.35 C+ 
Table 9:  Satisfaction with Overall Frequency of Service along Routes 

 

Year Mean 1 2 3 4 5 Grade 

12 6.88 10.86 16 24 16.57 32.57 D+ 

13 7.11 11.18 12.94 15.29 18.82 39.41 C- 
Table 10:  Satisfaction with Overall Hours of Service 
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Within the category of ‘Issues with Time,’ passengers had the opportunity to rate four main areas 
regarding timing throughout the C-Tran system.  These four areas are as follows: 

 Satisfaction with Overall Travel Time 

 Satisfaction with Overall Timeliness of Bus Arrival 

 Satisfaction with Overall Frequency of Service along Routes 

 Satisfaction with Overall Hours of Service 
The first, ‘Satisfaction with Overall Travel Time,’ earned a grade of ‘B-,’ which is an increase 
from the previous year.  The second, ‘Satisfaction with Overall Timeliness of Bus Arrival,’ 
earned a grade of ‘B-,’ remaining the same from the previous year.  The third, ‘Satisfaction with 
Overall Frequency of Service along Routes,’ earned a grade of ‘C+,’ also remaining the same as 
the previous year.  The final factor assessed under ‘Issues of Time,’ ‘Satisfaction with Overall 
Hours of Service,’ earned a grade of ‘C-,’ which is an increase from the previous year.  The 
overall earned grade for ‘Issues with Time’ throughout the C-Tran system is a ‘C+,’ which is the 
same average grade as in 2012.  This grade provides C-Tran staff heightened awareness of our 
timing issues for on-time performance and schedule adherence of all buses.  Staff developed 
minor route alterations to Routes 1 & 2 along the Crossroads alignment with minimal impacts to 
ridership for the purpose of schedule adherence needs.  Staff also did this for Route 5 along 
Crescentcommons Drive, and a new shelter & amenities were provided for a large employment 
center there.  The timing aspects of the C-Tran service is critical due to the nature in which we 
operate a “pulse” system where all of our routes are timed such that transfers require minimal 
wait times between routes at key time points and locations, as well as with connecting Triangle 
Transit service on Routes 301 and 303.  Staff will continue to not only use technologies, but 
listen to feedback from passengers for the purpose of understanding any timing issues. 
 

Safety On & Around C-Tran 
 

Year Mean 1 2 3 4 5 Grade 

12 7.89 6.01 6.56 16.39 28.96 42.08 C+ 

13 9.33 1.76 2.35 2.35 14.71 78.82 A- 
Table 11:  Driver Safety & Behavior 

 

Year Mean 1 2 3 4 5 Grade 

12 8.48 7.02 3.51 6.43 24.56 58.48 B 

13 9.26 2.35 1.18 3.53 14.12 78.24 A- 
Table 12:  Feeling of Safety at Bus Stops 

 

Year Mean 1 2 3 4 5 Grade 

12 8.55 6.37 1.91 8.28 24.84 58.6 B 

13 9.04 2.94 0.00 4.12 13.53 76.47 A- 
Table 13:  Feeling & Knowledge of Security On the Bus  

 

Year Mean 1 2 3 4 5 Grade 

12 8.55 6.37 1.91 8.28 24.84 58.6 B 

13 8.76 3.53 1.76 7.65 15.29 69.41 B+ 

Table 14. Feeling & Knowledge of Security at Bus Stops 
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Within the category of ‘Safety on & Around C-Tran,’ passengers had the opportunity to assess 
three critical areas regarding safety and security throughout the C-Tran system.  The first, 
‘Driver Safety & Behavior,’ earned a grade of ‘A-,’ a large increase from the previous year’s 
grade of ‘C+.’  The second, ‘Feeling of Safety at Bus Stops,’ earned a grade of ‘A-,’ another 
increase from the previous year. The third factor of ‘Safety On & Around C-Tran,’ ‘Feeling & 
Knowledge of Security On the Bus,’ earned a grade of ‘A-.’  Staff felt it important to separate the 
‘Feeling & Knowledge of Security On the Bus & at Bus Stops’ to be ‘On the Bus’ and ‘At Bus 
Stops’ as the system continues to grow.  The fourth factor of ‘Safety On & Around C-Tran,’ 
‘Feeling & Knowledge of Security at Bus Stops’ earned a grade of ‘B+,’ an increase over the 
previous year’s combined security type question.  Overall, the C-Tran system earned a grade of 
‘A-’ for issues pertaining to ‘Safety On & Around C-Tran.’  While this grade earned is above 
average and is improved over the past year, C-Tran staff will continue monitor areas of safety 
and security for all passengers and citizens affected by C-Tran so that we can continue to 
emphasize safety as being a top priority. 
 

 

Cost 
 

Year Mean 1 2 3 4 5 Grade 

12 8.43 6.18 3.37 12.36 19.1 58.99 B 

13 8.66 3.53 1.18 5.88 17.06 68.24 B+ 
Table 15:  Satisfaction with Overall Cost 

 
Within the category of ‘Cost,’ passengers had the opportunity to assess their satisfaction with the 
overall cost of the C-Tran system.  The grade C-Tran earned for ‘Satisfaction with Overall Cost’ 
of the system was a ‘B+,’ which is a slight improvement over the past year.  Passengers may be 
starting to realize the real value of riding the bus in and around Cary.  While cost may be 
difficult to appease every person that utilizes the service it is one factor that cannot be changed in 
order to operate the current system. There is the expectation with C-Tran and Town of Cary staff, 
though, that if other areas of C-Tran services are improved, then the perception of relative costs 
for transit services could be earn a higher grade in the future.  In 2013, transit staff proposed fare 
minor fare increases around public feedback sessions and a formal Town Council hearing.  The 
increases were approved (see appendix for approved increases) and will take effect in January, 
2014. 
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Service Changes Most Needed 
 
Passengers were presented with a list of possible additions and amenities that would enhance 
certain aspects of C-Tran’s overall service.  This can be seen in Table 16 under the column 
heading, ‘Which is Most Needed.’  They were asked to rate each of the items in the list via a 
basic rating system, indicated in the subsequent column headings to the right in Table 15.  VI 
(Very Important), I (Important), A (Average), SI (Somewhat Important), NI (Not Important), and 
NA (Not Applicable) were the options available to passengers as a valid response.  The top three 
rated items, highlighted in green, help C-Tran staff to prepare budgetary needs based on public 
feedback.  The top three rated items of what the public would like to see added to C-Tran service 
are as follows: 

 More Evening Service (78.98%) 

 More Frequent Peak Services (6-9 a.m. and 3-8 p.m.) (72.61%) 

 More Shelters (71.34%) 
 

 VI I A SI NI NA % VI 
and I 

More Frequent 

Mid-Day Service 

(10 a.m. through 3 

p.m.) 

82 28 24 7 7 7 70.06% 

More Evening 

Services 
106 18 11 4 7 4 78.98% 

More Frequent 

Peak Services (6-9 

a.m. and 3-8 p.m.) 

88 26 17 6 10 5 72.61% 

Larger, more 

comfortable buses 
55 24 31 20 18 4 50.32% 

Wi-Fi on buses 55 18 25 15 29 8 46.50% 

Direct Service to 

Crossroads and 

Mall via Cary 

Depot 

82 20 27 8 7 7 64.97% 

Express Buses 62 22 36 8 15 6 53.50% 

New Routes 76 26 29 4 7 7 64.97% 

More Shelters 76 36 18 3 8 5 71.34% 

More Sidewalks 76 22 20 11 10 6 62.42% 

Sunday Service 99 12 12 9 9 3 70.70% 

Better On-Time 

Performance 
75 25 27 8 9 6 63.69% 

Table 16:  Rated Service Enhancements and Amenities (VI = Very Important, I = Important, A = Average, SI 

= Slightly Important, NI = Not Important, NA = Not Applicable) 
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The top three rated items for what service changes are most needed, as well as others ranked in 
this, and future surveys will constantly be studied by staff with possible recommendations for 
improvement being included in future operational budgets for Town Council approval.   
 
 

Preferred Method to Be Informed 
 
The final question for passengers was to provide them with the opportunity to help C-Tran staff 
understand the most effective means of communication between C-Tran and the general public.  
With the evolution of social media, smart phones, and numerous outlets for many types of 
information, it can be difficult to distribute pertinent information to reach many different types of 
audiences.  The survey generalized many outlet forms of information that passengers may use, 
and passengers were asked to select as many as they felt were necessary and pertinent to them in 
their lives.  They can be seen in Table 17 under the heading ‘How Would You Prefer to Get 
Information about C-Tran?’  The top three rated methods to retrieve information about C-Tran 
are as follows: 
 

 Inside the Bus 

 At Major Bus Stops 

 By Phone/Smart Phone 
 
For the top preference of ‘Inside the Bus’, transit staff have been working hard to install and 
prepare ‘advertising’ slots above the windows in a majority of the C-Tran fleet.  These will serve 
the purpose of displaying system policies and major announcements that have the potential to 
effect service.  There is also a simple document-sized sleeve on the front of every bus for staff to 
post minor service disruptions and pertinent information that passengers should be made aware 
of.  As for the preference ‘At Major Bus Stops’, staff finalized a digital display sign that was 
associated with the real-time project, and has the ability to flash urgent system announcements if 
needed.  Transit staff also had two large manual-display enclosed bulletin boards at the Depot to 
display new maps, service alerts and important announcements.  Staff is working to research 
efficient ways to communicate similar alerts posted at the Depot to other major stops with 
shelters and high passenger volumes. 
 
A communications benefit that is associated with the real-time project is that of the ability to 
push out announcements instantly through the website and the mobile app (TransLoc).  Transit 
staff have administrative access to the real-time system and are able to update passengers on 
real-time conditions, temporary route changes, and important detour information whenever 
necessary at the click of a button.  Staff will work to market these technologies so that more 
passengers are aware of accurate information. 
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How Would You Prefer to Get Information about C-Tran? Percentage of Respondents 

At Major Bus Stops 49.66% 

By Phone/Smart Phone 31.54% 

Email Alerts 22.15% 

Facebook 4.70% 

Inside the Bus 54.36% 

Mail/Bud Newsletter 4.70% 

Newspaper/Magazine 3.36% 

Printed Schedule 20.81% 

Text Message 10.74% 

Twitter 0.67% 

Website 21.48% 

Word of Mouth 6.71% 

At Work 1.34% 

Other 3.36% 

Table 17:  Passenger Preference for Communication regarding C-Tran Information (They were asked to 

select all that would apply) 

Service Enhancement Indicators 

Transit staff wanted to ask passengers specific questions regarding certain service enhancements 
and allow the Town to better prepare for such enhancements and serve the passengers more 
effectively.  These questions included desired service time extensions by hour during C-Tran’s 
Monday through Saturday services, options for possible Sunday service and even what 
destinations not currently served by C-Tran are the most desired.   

The first question for a service enhancement was that of what time extension of current services 
would best suit their current and/or potential needs, which can be seen in Figure 25.  The highest 
response was that passengers want to see C-Tran services extended until 11 p.m., which was 
about 30%.  19.44% of passengers surveyed would be satisfied with a time extension until 10 
p.m.  The interesting point to note is that approximately 82% of passengers want to see some 
type of time service extension for C-Tran.  This would benefit many service workers around the 
Town who rely on the service to get to work, but must find other means to return home. 
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Figure 25. Sample:  Time Extension Necessary to Serve Current/Potential Needs 

 

Based on the option of a time extension to 11 p.m. for system operations, passengers were asked 
to indicate how many days they use C-Tran to frequent certain basic needs and amenities on a 
day-to-day basis.  Figure 26 shows the number of days C-Tran is used by respondents per each 
selected destination typology.  Figure 27 shows the number of days C-Tran is used by 
respondents per overall destination typologies.   

Passengers were asked, similar to their current use of C-Tran and the days they travel to specific 
destination typologies, to indicate how many days a week they would use C-Tran if the service 
were to be extended until 11 p.m.  While in the original question, earlier in the survey, 
respondents did not have the choice of ‘Home’, they were provided this choice this time around.  
Looking in Figure 26, ‘Home’ is the number one choice of passengers for how many days they 
would use C-Tran to access home if services were extended to 26.24% for 6 days a week.  
Nearly 50% of passengers who are either working full-time or part-time jobs would use C-Tran 
to return home after work if C-Tran were extended until 11 p.m.  ‘Work,’ as a destination, was 
very close to ‘Home’ in terms of equal response rates from passengers, where they would be able 
to access work, just as much as home if services were extended until 11 p.m.  Nearly 50% of 
passengers indicate that they would be able to use C-Tran to access work and/or home 5 or 6 
days a week. 

In Figure 27, it appears that passengers would clearly take advantage of C-Tran during the later 
hours as an option to have their time and needs be a little more flexible while accessing the basic 
needs and amenities around Town. 
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Figure 26. Sample:  Number of Days C-Tran to be Used by Respondents per Each Selected Destination 

Typology with Time Extension to 11 p.m. 

 

 
Figure 27. Sample:  Number of Days C-Tran to be Used by Respondents per Overall Destination Typology 

with Time Extension to 11 p.m. 
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Passengers were then asked to indicate their preferred timeframe for potential operating hours on 
Sundays, which can be seen in Figure 28.  About 84% of respondents indicated some type of 
preference for the need of C-Tran operations on Sunday and 39.60% of those responding stated 
that current C-Tran operating hours would suit their needs (6 a.m. to 8 p.m.) 

 

 
Figure 28. Sample:  Preferred Sunday Operating Hours as indicated by Respondents 

 

In order to try and provide new and efficient connections between C-Tran’s main transfer hub at 
the Cary Depot (Train Station) and other areas, passengers were asked if they would be willing 
to use a direct style route between the Depot and the Crossroads Plaza area of Cary.  An 
overwhelming 88% of passengers indicated that they would use this service if implemented, as 
seen in Figure 29.  Transit staff will work on developing a new route alignment in order to create 
this new efficient route and better serve C-Tran passengers. 
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Figure 29. Sample:  Choice of Use on Direct Route from Depot to Crossroads as indicated by Respondents 

 

Upon installation and unveiling of the new Real-Time arrival prediction systems for C-Tran 
passengers, transit staff wanted to assess technology usage and awareness of passengers.  Staff 
first wanted to understand smart phone usage amongst passengers.  75% of passengers indicated 
that they at least owned a smart phone, and 73.15% of passengers say they use their smart phone 
devices, as seen in Figure 30.  21.48% of C-Tran passengers do not have access to nor own a 
smart phone device at the time of this survey. 

 
Figure 30. Sample:  C-Tran Passenger Smart Phone Ownership & Usage 
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After realizing the number of passengers with smart phone ownership, transit staff wanted to 
understand passengers’ knowledge of GoLive/TransLoc – the Triangle’s (and Town of Cary’s) 
real-time bus arrival prediction system.  Despite nearly 75% of passengers owning or having 
access to a smart phone, nearly 50% of passengers have never heard of GoLive/TransLoc, as 
seen in Figure 31.  This is a high level of unawareness that transit staff will work on and educate 
passengers on the use of such a powerful tool. 

 
Figure 31. Sample:  C-Tran Passenger Knowledge & Usage of GoLive/TransLoc Technologies 

 

The final question asked of passengers was that of un-served locations in and around Cary that 
they would seek service to in the near-future and access on a frequent basis.  The top 4 choices as 
ranked by passengers are (all can be seen in Table 18): 
 

 Cary Parkway 

 Park West Village Shopping Center (Chapel Hill Road/James Jackson Avenue) 

 Streets at Southpoint Mall 

 Wake Tech Campus/Millpond Village (Ten Ten Road) 
 
 
Transit staff will use these, as well as other priorities as indicated by passengers from 2012, to 
develop effective route alignment options for citizens, and adequate funding options for the 
Town. 
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Location/Geography 
Percentage of 

Respondents 

Streets at Southpoint Mall 29.32% 

Carolina Preserve 5.26% 

Northwest Cary (NC 55 HWY and US 540) 18.05% 

RTP 15.79% 

Park West Village Shopping Center (Chapel Hill Road/James Jackson 
Avenue) 

30.83% 

Perimeter Park (Morrissville) 14.29% 

Downtown Apex/Beaver Creek Commons Shopping Center 27.07% 

Raleigh/Durham International Airport 27.82% 

Evans Road 12.78% 

Weston Parkway 13.53% 

Cary Parkway 39.85% 

US 64/Macgregor/Regency Park (Koka Booth Amphitheater) 12.78% 

Tryon Village 18.05% 

Wake Tech Campus/Millpond Village (Ten Ten Road) 28.57% 

NCSU 25.56% 

Wake Tech Main Campus (Fayettville Road) 21.05% 

Sports Venues (Wake Med Soccer Park, PNC Arena, USA Baseball, Cary 
Tennis Park) 

15.04% 

Middle Creek 11.28% 

Table 18. Sample:  Preferences of Desired Destinations as indicated by Respondents 
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Figure 32:  English Survey Handout - Inside 



 

 
Figure 33:  English Survey Handout - Outside 



 
Figure 34:  Spanish Survey Handout - Inside 



 

 
Figure 35:  Spanish Survey Handout - Outside 



 

 

Fixed Route 
 New Fares 

Fixed Route Fare Type Regular Discount* 
Local Cash Fare $ 1.25 $ 0.60 
Local Day Pass $ 2.50 $ 1.25 
Weekly Pass $12.00 $ 6.00 
Local 31-Day Pass $45.00 $22.50 

*Discounts for seniors or disabled with C-Tran ID or US Medicare Card 

 

NEW Fixed Route VALUE CARD:  Ask the 

driver for a Value Card transaction – pay 

$20.00 and receive a $25.00 Value Card! 
 

Door-To-Door 
Adjusted Proposal via Public Feedback  

New Fares January 27, 2014 

Level of Service Fare 

Tier I $2.50  

Tier II $4.00  

Tier II Discount (10 a.m. – 3 p.m.) $3.00 

Tier III - 
Geography 

Based 

Apex $6.00  

Morrisville $6.00  
Raleigh $7.00  

Raleigh + 10 
Miles 

$8.00  

Raleigh +15 
Miles 

$9.00  

Durham $8.00  
Chapel Hill $9.00  

*Tier I fares will increase by $0.50 in 2015, in accordance with FTA/ADA guidelines – Door-to-Door fares must not 

be more than double the fixed-route one-way fare; Tier II discount will also be discontinued in 2015.  

Flier Sample:  New Fares Effective  

January 27, 2014 


