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Notes:

1. Customer Satisfaction Index (CSI). This index quantifies the number of customer calls, complaints and commendations that are
received each month into a single metric that can be tracked over time. The index assigns weighted values for each complaint (negative)
and commendation (positive) that are received each month, however, since commendations are relatively uncommon in the transit
industry, commendations are weighted 20% more than complaints. The higher the CSl value, the higher the customer satisfaction.
The typical range for CSl is 80-95, so months with a CSI below 80 would be cause for concern. Months with a CSI value of 95+ would be
indicative of exceptional customer satisfaction for that month.

2. Other Complaints. The “Valid Complaints by Type” graphic is intended to highlight the three most common types of complaints. All

nu

other complaints - including “Discourteous Operator”, “Bus Stops”, “Mechanical Failure” or “Safety” - would be included in the “Other”

category. All complaints shown about have been validated after investigation by Operations and Customer Service staff.



