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Customer Measurement

2023 2024

Wave 1 Wave 2 Wave 3 - Spring Wave 4 - Fall
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What Are Customers Saying?

2023 
Customer 
Charter 
Performance  
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Key Findings

Highlights
• Customers felt safe riding the bus
• Overall safe driving by transit operators

Areas of Improvement
• Upkeep focus on safety

Highlights
• Changes in routes were communicated 

in a timely manner most of the time

Areas of Improvement
• Increase service
• Improve overcrowding 
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Key Findings 

Highlights
• Positive experiences with in-person 

Customer Service support

Areas of Improvement
• Lost and found inquiries over the phone
• Evaluate content on social media 

channels

Highlights
• Customers enjoy using apps i.e. Google 

Maps, Transit App 

Areas of Improvement
• Improve real-time updates about the 

status of buses and delays
• Inconsistency across different digital 

information channels
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+24K
EMAILS
8,415 email responses provided

INFO BOOTH
11,323 in-person interactions 
supported

FEEDBACK LINE
11,215 calls supported

INFO LINE
74,212 calls supported 

CITYLINK
756,964 inquiries supported 

Customer Service KPIs 

Satisfaction by 
delivery channel

In-person

Phone

Digital

8,415 11,215 11,323

74,212

756,964
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Customer Service Review 
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What we are working on
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