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1. Background 
The South Central Transportation Authority (SCTA), as part of its 2023 Transportation Development Plan 
(TDP), commissioned Foursquare Integrated Transportation Planning (Foursquare ITP) and WBA Research 
to conduct a survey of riders on both of the systems that SCTA operates - BARTA (Berks County) and RRTA 
(Lancaster County). 

WBA conducted a paper survey onboard buses on each system surveying riders about their satisfaction 
with the services offered by BARTA and RRTA, respectively, as well as basic demographic information for 
Title VI analysis. 

What follows are the topline results of this research.  
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2. Methodology 
SCTA first provided full schedules and General Transit Feed Specification (GTFS) files for both the BARTA 
and RRTA.  WBA Research compiled these files to create a database of all trips in each system, and used 
this as the basis of sampling, selecting trips from across each day on Weekdays, Saturdays, and Sundays 
for sampling. 

The questionnaire was designed based on previously conducted rider surveys used in 2017, as well as 
with input from SCTA on additions or adjustments from those used in the past.  WBA formatted the survey 
into a 3-panel booklet for distribution. Each survey included a serial number and barcode to be recorded 
by interviewers as they were distributed, allowing the research team to identify the specific trips and times 
where each survey was given out. 

On January 17th, two trainings sessions were held to brief the survey distribution team on their duties and 
responsibilities when handing out surveys onboard buses. The first training session was held at         9 a.m. 
at BARTA offices in Reading and the second training session was held at 2 p.m. at SCTA offices in 
Lancaster, PA. 

The field period of the rider satisfaction survey began that day, running from January 17th to February 3rd. 

At the conclusion of fielding, WBA had collected 1,097 qualified surveys in total. Of those, 582 surveys 
came from RRTA riders and 485 surveys came from BARTA riders. 

Among BARTA riders, 39 riders completed the survey in Spanish. Among RRTA riders, 38 completed the 
survey in Spanish. 
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3. Weighting 
The data were weighted, or “smoothed” so that the proportion of surveys gathered from each route 
accurately reflected the actual proportion ridership that each route holds in each system.  The following is 
the formula applied to create survey weights. 

Additionally, following are the weighting factors that result for each route and system. 
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RRTA Average Week Ridership Completed Surveys Smoothing 
Weights 

 
Weekday Saturday Sunday Total Weekday Weekend Total Overall 

1 1071 192 41 1304 - 26 26 1.365 

2 1031 142 50 1223 84 6 90 0.370 

3 1466 207 80 1752 38 20 58 0.822 

5 409 17 0 425 20 - 20 0.579 

DTLL 81 0 0 81 5 - 5 0.441 

10 1041 96 0 1137 22 - 22 1.407 

11 893 58 0 951 21 - 21 1.233 

12 1465 92 0 1557 11 - 11 3.853 

13 404 39 0 443 7 - 7 1.722 

14 2745 528 293 3565 97 42 139 0.698 

15 280 23 0 302 5 - 5 1.645 

16 1914 177 55 2145 18 13 31 1.883 

17 3185 356 124 3664 21 - 21 4.748 

18 702 18 0 720 32 - 32 0.612 

19 815 61 0 876 40 - 40 0.596 

20 525 0 0 525 28 - 28 0.510 

21 515 70 0 584 10 - 10 1.590 

MUPCX 79 42 12 132 16 - 16 0.225 

 

  
Table R1: RRTA Weighting Factors 
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BARTA Average Week Ridership Completed Surveys Smoothing 
Weights 

 
Weekday Saturday Sunday Total Weekday Weekend Total Overall 

1 5981 1119 438 7537 76 - 76 1.319 

2 20 34 0 54 - - 0 - 

3 1777 279 0 2056 37 4 41 0.667 

4 2985 313 93 3391 41 - 41 1.100 

5 1946 156 0 2102 13 - 13 2.151 

7 1148 103 0 1251 10 - 10 1.663 

8 1834 234 90 2157 - - 0 - 

9 631 72 0 703 14 - 14 0.668 

10 1193 153 42 1387 24 6 30 0.615 

11 1080 140 0 1220 16 - 16 1.014 

12 517 57 0 574 15 - 15 0.509 

14 1871 188 0 2058 45 7 52 0.526 

15 2991 565 190 3746 62 - 62 0.804 

16 2600 435 71 3106 38 12 50 0.826 

17 1318 138 0 1456 12 6 18 1.076 

18 2218 256 65 2539 28 - 28 1.206 

19 1433 154 24 1610 9 - 9 2.379 

20 1208 147 0 1355 22 - 22 0.819 

22 343 0 0 343 17 - 17 0.269 

 

Because 
each 

system was weighted separately, data reported in this report are shown as BARTA and RRTA separately, 
and not combined. 

 

  

Table B1: BARTA Weighting Factors 
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4. RRTA Key Driver Analysis  
Overview of Key Driver Analysis 
For the attributes used to measure satisfaction with RRTA, a key driver analysis was utilized in an effort to 
better understand what drives satisfaction and where opportunities lie for the system. This shows the 
impact each attribute has on overall satisfaction.   

To identify priorities for improving satisfaction with RRTA, these results were plotted on a chart.  The chart 
is laid out as follows: 

• Weaknesses – These are attributes that have a significant impact on attitudes, but for which riders 

give relatively low ratings, meaning that RRTA is not delivering on this important need.  For RRTA, 

these are attributes on which the system should aim to improve.   

• Strengths – These are attributes that receive relatively higher ratings from riders and have a 

significant impact on attitudes.  These are what drive riders to use RRTA.  

• Obstacles – These attributes receive lower ratings from riders and have a moderate to low impact 

on their perception of RRTA.  If other modes can better deliver on these attributes, there is an 

opportunity for mode switch. 

• Opportunities – These attributes have a moderate to low impact on rider attitudes, while receiving 

moderate to high ratings.  These secondary attributes can be used as a means to retain or increase 

usage.  
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Two attributes, Safety from crime while riding and Safety from accidents while riding, are areas that 
have a strong impact on satisfaction and where customers are highly satisfied. Maintaining satisfaction 
with these attributes may lead to continued satisfaction with RRTA. 

There are four key attributes that have a strong impact on satisfaction with RRTA but where the mean 
ratings are lower than the overall satisfaction mean. By increasing satisfaction with these attributes, RRTA 
may see a positive impact on overall satisfaction: 

• On-time arrivals and departures; 

• Reliability; 

• Driver courtesy and friendliness; and 

• Buses going to places you need to go. 

There are four areas where RRTA is viewed positively by customers though they have a lesser impact on 

overall satisfaction. These can be seen as opportunities: 

• Availability of seats on the bus; 

• Availability of bus schedules 

• Value for the bus fare you pay; and 

• Bus schedule – easy to understand. 
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5. RRTA Key Attribute 
Ratings  

More than three-fourths of RRTA riders are satisfied with RRTA service overall (77% quite or very satisfied). 

Notably, satisfaction is higher among Hispanic/Latino riders, with nearly nine in ten (89%) quite or very 

satisfied. Satisfaction is also higher among weekend riders, compared to those surveyed on weekdays, 

with 89% of weekend riders quite or very satisfied with service overall (compared to 74% of those 

surveyed on a weekday trip). 

RRTA riders are most satisfied with the safety from accidents (79% quite or very satisfied), the availability 

of bus schedules (78%), the safety from crime while riding (77%), and the availability of seats on the bus 

(77%). Notably however, they are least satisfied with the frequency of weekend service (45% quite or very 

satisfied) and the time service ends at night (51%). 

While satisfaction with weekend service frequency among RRTA riders is particularly low, satisfaction with 

the weekday service frequency is higher, with two-thirds (67%) quite or very satisfied. 
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45%

51%

58%

61%

64%

66%

66%

67%

69%

71%

75%

75%

76%

77%

77%

78%

79%

77%

Frequency of weekend service

The time service ends at night

Telephone customer service

On-time arrivals and departures

Website - Easy to navigate

Cleanliness inside the bus

Buses going to the places you need to go

Frequency of weekday service

Reliability

Driver courtesy and friendliness

Value for the bus fare you pay

Bus schedules - Easy to understand

The time service begins in the morning

Availability of the seats on the bus

Safety from crime while riding

Availability of bus schedules

Safety from accidents while riding

Service Overall

RRTA
Ratings of Service Overall

% Quite/Very Satisfied

Table R2: Q1. In the last 30 days, how satisfied have you been with BARTA services? 

Base = Those answering (n=416-538) 
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6. RRTA Service 
Improvements 
Preferences  

Riders were asked to identify their preferences for service improvements, given five different trade-off 

scenarios: 

• Longer service hours vs. more frequent bus service; 

• Adding more weekend service, which could result in a reduction in weekday service vs. focusing 

on improving weekday bus service; 

• More bus stops along a route for shorter walking distances to/from destinations vs. fewer bus 

stops along a route for faster bus travel times; 

• Buses running more frequently but on fewer streets vs. buses running on more streets with less 

frequent service on any given street; and 

• Improve service schedules and/or reliability in existing coverage areas vs. expand service to new 

areas. 

RRTA riders generally favor longer service hours over more frequent bus service, with nearly one-half 

preferring the former (47%), over the latter (27%). The remaining 26% of riders do not have a preference 

one way or the other. 

Additionally, riders tend to feel strongest about having more bus stops along a route compared to 

fewer, with 44% preferring more bus stops and shorter walk times, as opposed to less bus stops and a 

faster bus ride (12%). 
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Table R3: Q2A. Service improvements often require making choices. If you had to choose between the following service changes, which 

would you choose? 

Base = Those answering (n=483-508) 
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7. RRTA Trip Characteristics  
Overall, to get to the first bus that they used for the trips where they were surveyed, seven in ten RRTA 

riders simply walked (72%).  Of the few riders that did not walk to access their first bus, 9% were dropped 

off by someone else, 7% used an Uber or Lyft, and 5% used their own personal bike or scooter. 

RRTA 

Mode of Access % 

Walk/Wheelchair 72% 

Was dropped off by someone else who didn’t park 9% 

Uber, Lyft, etc. 7% 

Personal bike or scooter 5% 

Drove alone and parked 4% 

Bike share 2% 

Drove or rode with others and parked 2% 

Taxi 2% 

Car share (e.g. ZIP Car, etc.) 1% 

Some other way 2% 

 

 

 

Similarly, about eight in ten RRTA riders (79%) traveled to their destination by walking after they got off 

their last bus. The remainder primarily took an Uber or Lyft (6%) or were picked up by someone who drove 

(4%). 

RRTA 

Mode of Egress % 

Walk/Wheelchair 79% 

Uber, Lyft, etc. 6% 

Be picked up by someone who drove 4% 

Table R4: Q6. How did you get from your starting place to the very first bus you used for this 

one-way trip? 

Base = Those answering (n=517) 

Multiple responses accepted 

 



 

         March 12, 2024 ■ Transit Development Plan 
 

33 

Personal bike or scooter 3% 

Bike share 3% 

Get in a parked vehicle and drive alone 2% 

Get in a parked vehicle and drive/ride with others 1% 

Car share (e.g. ZIP Car, etc.) 1% 

Taxi 1% 

Some other way 2% 

 

  

Table R5: Q7. How will you get to your destination after you get off the last bus you will use 

for this one-way trip? 

Base = Those answering (n=499) 

Multiple responses accepted 
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Overall, 63% of trips surveyed were for either work or school purposes, with the majority (60%) made up of 

work trips specifically.  Almost four in ten (38%) were related to shopping, and logically this increases for 

weekend riders, where 49% of trips are made for shopping purposes (compared to 35% on weekdays). 

Other common trip purposes include doctor’s appointments or medical visits (19%) and social or 

recreational visits (12%). 

RRTA 

Trip Purpose % 

Work 60% 

Shopping 38% 

Doctor or medical visit 19% 

Social or recreational visit 12% 

Social services 6% 

College or vocational school (as a student) 6% 

Middle or high school (as a student) 3% 

Personal business/Errands 3% 

Church 1% 

Exercise/Gym <1% 

Somewhere else 4% 

 

 

 

Nearly four in ten RRTA riders (38%) needed to transfer buses at least once during the trip where they 

were surveyed. 

 

  

Table R6: Q9. Are you making this trip to get either to or from…? 

Base = Those answering (n=501) 

Multiple responses accepted 
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RRTA Ridership Patterns  

Most riders have ridden the bus on a weekday in the week prior to being surveyed (97%), regardless of 

whether they were surveyed on a weekend or weekday.  

RRTA 

During past 7 days, which days have you ridden the 

bus? 

% 

Weekday 97% 

Monday 75% 

Tuesday 69% 

Wednesday 73% 

Thursday 72% 

Friday 74% 

Weekend 60% 

Saturday 57% 

Sunday 30% 

 

 

Almost all riders (97%) had ridden RRTA prior to the date they were surveyed (i.e., this was not their first 

time riding). Nearly half have been riding for more than four years (49%). In general, those who are 

currently using the RRTA system are riding with about the same frequency as they did prior to the 

pandemic (57%). About one-third (32%) are riding more often. 

RRTA 

How long have you been riding RRTA? % 

This is the first time 3% 

Net: Have ridden prior 97% 

Less than 1 year 18% 

1 to 2 years 20% 

3 to 4 years 10% 

Table R7: Q3. Including today, during the past seven days, which days have you ridden a bus? 

Base = Those answering (n=529) 

Multiple responses accepted 
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More than 4 years 49% 

 

 

RRTA 

Compared to prior to COVID-19, are you riding the 

bus…? 

% 

More often 32% 

About the same 57% 

Less often 11% 

 

 

RRTA Rider Profile  

Notable demographics of RRTA riders include: 

• Nearly seven in ten riders (69%) are employed. This is made up of 51% who are employed full-time 

and 18% who are employed part time. 

o Of these 69% of riders who are employed, 70% work from a single work location outside of 

their home every day. 

o Those who are employed are more likely to work on a Saturday (71%) than they are to work 

on a Sunday (53%), start work before 7 AM on any day (51%), or work after 9 PM on any day 

(47%). 

• Nine in ten (93%) use a cell phone. 

• More than eight in ten (86%) access the internet on a cell phone. 

• One-half (51%) use the RRTA GoMobile App. 

o One-third (34%) use a GoMobile Smart Card. 

• The average age of RRTA riders is 41 years old. One-fourth of riders are between the ages of 25 to 

34 (25%). 

• Spanish is the most common second language spoken at home, with 18% speaking it at home. A 

small portion (3%) speak German or Pennsylvania Dutch at home. 

• One-half of riders identify as white (53%), while about two in ten identify as Hispanic or Latino 

(24%) or black/African American (21%). 

Table R8: Q4. How long have you been riding BARTA? 

Base = Those answering (n=541) 

 

Table R9: Q5. Compared to before the COVID-19 Pandemic, are you riding the bus…? 

Base = Those answering (n=513) 
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8. BARTA Key Drivers  
Overview of Key Driver Analysis 
For the attributes used to measure satisfaction with BARTA, a key driver analysis was utilized in an effort 
to better understand what drives satisfaction and where opportunities lie for the system. This shows the 
impact each attribute has on overall satisfaction.   

To identify priorities for improving satisfaction with BARTA, these results were plotted on a chart.  The 
chart is laid out as follows: 

• Weaknesses – These are attributes that have a significant impact on attitudes, but for which riders 

give relatively low ratings, meaning that RRTA is not delivering on this important need.  For BARTA, 

these are attributes on which the system should aim to improve.   

• Strengths – These are attributes that receive relatively higher ratings from riders and have a 

significant impact on attitudes.  These are what drive riders to use BARTA.  

• Obstacles – These attributes receive lower ratings from riders and have a moderate to low impact 

on their perception of BARTA.  If other modes can better deliver on these attributes, there is an 

opportunity for mode switch. 

• Opportunities – These attributes have a moderate to low impact on rider attitudes, while receiving 

moderate to high ratings.  These secondary attributes can be used as a means to retain or increase 

usage.  

No attributes emerged as strengths, where there is a strong impact on satisfaction and where customers 
are highly satisfied. However, one attribute, the Frequency of weekday service, experiences satisfaction 
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just slightly below overall satisfaction and has a high impact on overall satisfaction. While this area is 
currently a weakness, it could become a strength for BARTA if satisfaction is increased. 

There are five other key attributes that have a strong impact on satisfaction with BARTA but where the 
mean ratings are lower than the overall satisfaction mean. By increasing satisfaction with these attributes, 
BARTA may see a positive impact on overall satisfaction: 

• On-time arrivals and departures; 

• Reliability; 

• Frequency of weekend service; 

• Telephone customer service; and 

• Buses going to places you need to go. 

There are four areas where BARTA is viewed positively by customers though they have a lesser impact on 

overall satisfaction. These can be seen as opportunities: 

• Availability of bus schedules; 

• Bus schedule – easy to understand; 

• Safety from accidents while riding; 

• Value for the bus fare you pay; and 

• Safety from crime while riding. 
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9. BARTA Key Attribute 
Ratings  

Almost eight in ten BARTA riders are satisfied with BARTA service overall (78% quite or very satisfied). 

BARTA riders are most satisfied with their safety from accidents (78% quite or very satisfied), the 

availability of bus schedules (77%), the safety from crime while riding (76%), and the ease of 

understanding the bus schedules (76%). Notably however, they are least satisfied with the frequency of 

weekend service (47% quite or very satisfied) and the time service ends at night (54%). 

While satisfaction with weekend service frequency among BARTA riders is particularly low, satisfaction 

with the weekday service frequency is higher, with seven in ten (71%) quite or very satisfied. 
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47%

54%

58%

60%

63%

65%

66%

70%

71%

72%

73%

73%

75%

76%

76%

77%

78%

78%

Frequency of weekend service

The time service ends at night

On-time arrivals and departures

Telephone customer service

Website - Easy to navigate

Cleanliness inside the bus

Reliability

Buses going to the places you need to go

Frequency of weekday service

Driver courtesy and friendliness

The time service begins in the morning

Availability of the seats on the bus

Value for the bus fare you pay

Bus schedules - Easy to understand

Safety from crime while riding

Availability of bus schedules

Safety from accidents while riding

Service Overall

BARTA
Ratings of Service Overall

% Quite/Very Satisfied

Table B2: Q1. In the last 30 days, how satisfied have you been with BARTA services? 

Base = Those answering (n=396-477) 
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10. BARTA Service 
Improvement Preferences 

Riders were asked to identify their preferences for service improvements, given five different trade-off 

scenarios: 

• Longer service hours vs. more frequent bus service; 

• Adding more weekend service, which could result in a reduction in weekday service vs. focusing 

on improving weekday bus service; 

• More bus stops along a route for shorter walking distances to/from destinations vs. fewer bus 

stops along a route for faster bus travel times; 

• Buses running more frequently but on fewer streets vs. buses running on more streets with less 

frequent service on any given street; and 

• Improve service schedules and/or reliability in existing coverage areas vs. expand service to new 

areas. 

BARTA riders generally favor having more bus stops along a route with shorter walk times over fewer bus 

stops and faster trips, with four in ten preferring the former (41%) over the latter (11%). The remaining 48% 

of riders do not have a preference one way or the other. 

Additionally, riders tend to feel strongest about having higher frequency bus routes on fewer streets (27% 

prefer) as opposed to lower frequency bus routes on more streets (13%). 
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11. BARTA Trip 
Characteristics  

Overall, to get to the first bus that they used for the trips where they were surveyed, more than eight in ten 

BARTA riders walked (84%). Note that this is considerably higher than 72% of RRTA riders that walked to 

their first bus. Of the few BARTA riders that did not walk to their first bus, 5% used a taxi, 4% used an Uber 

or Lyft, and 4% were dropped off by someone who didn’t park. 

BARTA 

Table B3: Q2A. Service improvements often require making choices. If you had to choose between the following service changes, which would 

you choose? 

Base = Those answering (n=431-450) 



 

         March 12, 2024 ■ Transit Development Plan 
 

43 

Mode of Access % 

Walk/Wheelchair 84% 

Taxi 5% 

Uber, Lyft, etc. 4% 

Was dropped off by someone else who didn’t park 4% 

Drove or rode with others and parked 2% 

Personal bike or scooter 1% 

Car share (e.g. ZIP Car, etc.) 1% 

Drove alone and parked 1% 

Bike share <1% 

Some other way 1% 

 

 

 

Similarly, more than eight in ten BARTA riders (86%) traveled to their destination by walking from their last 

bus. Again, this is a greater proportion than that seen among RRTA riders (79% walking to their destination 

from their last bus). The remainder primarily used a taxi (5%), were picked up by someone who drove (4%), 

or used an Uber or Lyft (3%). 

BARTA 

Mode of Egress % 

Walk/Wheelchair 86% 

Taxi 5% 

Be picked up by someone who drove 4% 

Uber, Lyft, etc. 3% 

Get in a parked vehicle and drive/ride with others 1% 

Personal bike or scooter 1% 

Bike share 1% 

Car share (e.g. ZIP Car, etc.) 1% 

Table B4: Q6. How did you get from your starting place to the very first bus you used for this 

one-way trip? 

Base = Those answering (n=467) 

Multiple responses accepted 
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Get in a parked vehicle and drive alone <1% 

Some other way 1% 

 

 

 

Overall, 63% of trips surveyed were for either work or school purposes, with the vast majority (59%) made 

up of work trips specifically.  More than one-third are made to go shopping (36%), and one-fourth are 

made for a medical visit or to go to the doctor (25%). 

BARTA 

Trip Purpose % 

Work 59% 

Shopping 36% 

Doctor or medical visit 25% 

Social or recreational visit 11% 

College or vocational school (as a student) 7% 

Social services 7% 

Middle or high school (as a student) 3% 

Home 3% 

Personal business/Errands 2% 

Church <1% 

Exercise/Gym <1% 

Somewhere else 4% 

 

 

 

More than four in ten BARTA riders (45%) needed to transfer buses at least once during the trip where 

they were surveyed. Note that this is higher among Hispanic or Latino riders (54%) when compared to 

non-Hispanic or non-Latino riders (40%). 

BARTA Ridership Patterns  

Table B5: Q7. How will you get to your destination after you get off the last bus you will use 

for this one-way trip? 

Base = Those answering (n=454) 

Multiple responses accepted 

Table B6: Q9. Are you making this trip to get either to or from…? 

Base = Those answering (n=467) 

Multiple responses accepted 
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Most BARTA riders have ridden the bus on a weekday in the week prior to being surveyed (98%), regardless 

of if they were surveyed on a weekend or weekday.  

BARTA 

During past 7 days, which days have you ridden the 

bus? 

% 

Weekday 98% 

Monday 84% 

Tuesday 77% 

Wednesday 83% 

Thursday 78% 

Friday 80% 

Weekend 63% 

Saturday 59% 

Sunday 34% 

 

 

Nearly all riders (97%) had ridden RRTA prior to the date they were surveyed (i.e., this was not their first 

time riding). Six in ten have been riding for more than four years (60%). In general, those who are currently 

using the RRTA system are riding with about the same frequency as they did prior to the pandemic (58%). 

Nearly three in ten (29%) are riding more often.  

BARTA 

How long have you been riding BARTA? % 

This is the first time 3% 

Net: Have ridden prior 97% 

Less than 1 year 10% 

1 to 2 years 16% 

3 to 4 years 12% 

More than 4 years 60% 

Table B7: Q3. Including today, during the past seven days, which days have you ridden a bus? 

Base = Those answering (n=480) 

Multiple responses accepted 
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RRTA 

Compared to prior to COVID-19, are you riding the 

bus…? 

% 

More often 29% 

About the same 58% 

Less often 12% 

 

 

BARTA Rider Profile  

Notable demographics of BARTA riders include: 

• About six in ten riders (62%) are employed. This is made up of 43% who are employed full-time 

and 19% who are employed part time. 

o Of these 62% of riders who are employed, 71% work from a single work location outside of 

their home every day. 

o Those who are employed are more likely to work on a Saturday (66%) than they are to work 

on a Sunday (55%), start work before 7 AM on any day (43%), or work after 9 PM on any day 

(49%). 

• Nearly all (95%) use a cell phone. 

• More than eight in ten (86%) access the internet on a cell phone. 

• One-half (52%) use the BARTA GoMobile App. 

o Four in ten (40%) use a GoMobile Smart Card. 

• The average age of BARTA riders is 44 years old. Nearly two in ten riders (19%) are between the age 

of 25 and 34. 

• Spanish is the most common second language spoken at home, with 24% speaking it at home 

(notably higher than 18% among RRTA riders). 

• More than four in ten of riders identify as white (44%), and slightly less (37%) identify as Hispanic 

or Latino, or black/African American (21%).

Table B8: Q4. How long have you been riding BARTA? 

Base = Those answering (n=481) 

Table B9: Q5. Compared to before the COVID-19 Pandemic, are you riding the bus…? 

Base = Those answering (n=463) 
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