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Why measure customer effort?



How CES is calculated
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CES Survey content
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Survey distribution methods
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Results
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How easy or difficult is it to…(2023)

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

get help when needed during your…

transfer between buses and trains?

find out when your bus or train…

exit the bus?

know when to get off your bus?

purchase your transit fare?

plan transit trips?

load funds onto your Hop card?

know when to get off the MAX?

get on board your bus or train?

Very easy

Somewhat easy

Neither easy nor difficult

Somewhat difficult

Very difficult

Don't know
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load
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Hop card?

purchase
your

transit
fare?

plan
transit
trips?
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will
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Most Important to Improve

9

4
5

%

3
7

%

3
0

%

2
3

% 2
2

%

1
4

%

8
%

6
%

6
% 5
%

3
2

%

4
4
%

3
6
%

2
8
% 2
6
%

2
7
%

1
4
%

9
% 8
%

6
% 4
%

2
8
%

3
3
% 3
2
%

2
5
%

2
5
%

2
5
%

1
8
%

1
0
%

6
% 6
% 5
%

3
0
%

3
0
%

2
5
%

1
2
% 9
%

2
1
%

1
8
%

7
%

4
%

3
%

2
1
%

Finding out
when your
bus or train
will arrive

Transferring
between

buses and
trains

Planning
your trips
on transit

Getting help 
when 

needed 
during your 

trips…

Knowing
when to get
off your bus

Exiting the
bus

Loading
funds onto
your Hop

card

Knowing
when to get
off the MAX

Getting on
board
transit

vehicles

Purchasing
your transit

fare

NET: Other
responses
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Most Important to Improve: 
Ranked
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Finding out
when your
bus or train
will arrive
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between

buses and
trains

Planning
your trips on

transit

Getting help
when

needed
during your

trips on
TriMet

Knowing
when to get
off your bus

Exiting the
bus

Loading
funds onto
your Hop

card

Knowing
when to get
off the MAX

Getting on
board your
bus or train

Purchasing
your transit

fare

Other –
please 

specify: 

Ranked top 3 priority

Ranked #1 Priority

Ranked #2

Ranked #3



Top 5 –Importance to Improve
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Bottom 5 –Importance to Improve
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Customer Voices

•

•

•

•

CES: 70%
Importance: 1 of 10



find out when your bus or 
train will arrive?

•

•

•

•

CES: 63%
Importance: 1 of 10



transfer between buses and 
trains? 

•

•

•

• .

CES: 38%
Importance: 2 of 10



plan your trips on transit? 

•

•

•
•

CES: 73%
Importance: 3 of 10



get help when needed during 
your trips on TriMet? 

•

•

•

CES: 5%
Importance: 4 of 10



know when to get off
your bus? 



•

•

•

CES: 65%
Importance: 5 of 10



exit the bus? 
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•

•

•

CES: 65%
Importance: 6 of 10



load funds onto your
Hop card?

•

•

•
•

•
•

CES: 80%
Importance: 7 of 10



know when to get off
the MAX? 



•
•

•

CES: 83%
Importance: 8 of 10



get on board your bus
or train? 

•

•

•

•

CES: 84%
Importance: 9 of 10



purchase your transit fare? 
(not using Hop card) 

•

•

•

CES: 77%
Importance: 10 of 10
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Net Promoter Score (NPS)

28%

30%

43%

Detractor

Passive

Promoter



Demographics and Ridership
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Takeaways



Takeaways – Fare Increase
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•

62%

32%

6%

Fare increase negative
affect

Fare should be lower
or free

Fare increase neutral
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Considerations for next year



Questions?

mailto:bettisj@trimet.org


Appendix slides
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How do you usually get step-by-step 
transit directions? (Check one)
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With a
smartphone
app (such as

Google Maps,
PDX Bus,

Transit App,
etc.)

With the
trimet.org Trip

Planner

By using other
websites that

provide
transit

information
(such as

Google, Bing,
etc.)

None - I don't
need trip

planning help

By contacting
TriMet's

Customer
Service

By asking
TriMet staff in

person

Other
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2020



How do you usually pay for your 
transit fare? (Check one)
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Plastic Hop
card

Employer
provided pass

or Hop

Virtual Hop
card

Ticket from
ticket machine

Mobile wallet
smartphone

Cash fare on
bus

Contactless
credit/debit

card

Student ID Other
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Is there anything else you’d like to tell us? 

1%

2%

2%

3%

3%

4%

4%

9%

10%

17%

18%

19%

39%

COVID related

Better vehicles-well maintained, electric, etc.

Improve app/website/trip planner

Better Drivers-helpful, friendly, respectful

Improve reliability/on-time performance

Improve payment/Hop card/Bus Pass

Service related issues-bike racks, WiFi, disabled…

Improve stops - location, cleanliness, safety,…

Improve vehicle cleanliness

Fare increase/Lower fares/free transit

Scheduling/frequency/hours/span/areas of service

Positive TriMet/Drivers

Improve safety/disruptive passengers/fare…
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Question changes from 2020 to 2023


