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Welcome



• Attitude & Awareness Survey Results
• How A&A Results Guide Our Vision 2030 Work
• Safety & Security Ideas
• Board Discussion
• Next Steps & Timeline
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Ahead Today



Attitude & Awareness Survey 
2023
November 2023 



What we did:
■ Online survey fielded March-April 2023
■ Postcard invitations mailed to 100,000 

randomly selected addresses in the 
TriMet service area

■ To incentivize participation, we 
conducted a drawing for a chance to 
win one of twenty-five $100 gift card

■ In six languages – English, Simplified 
Chinese, Korean, Russian, Spanish, 
and Vietnamese

■ Overall, we received 1,696 valid survey 
responses

■ Mostly proportional demographic 
distribution of respondents

■ Limited to people who live in the TriMet 
service area and reported they have 
knowledge of TriMet services

■ Most respondents (83%) ride TriMet, 
even if infrequently
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Survey administration

Who we heard from:



Public Mood



Belief that things in the Portland Metro area are going in 
the right direction continues to decrease

48%

60% 60% 56%
48% 45% 44%

22% 18%37%

25% 27% 27%

39% 42% 43%

56%
64%

0%

20%

40%

60%

80%

100%

2010 2011 2012 2013 2014 2015 2016 2017 2018 2019 2020 2021 2022 2023
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Right Direction

Survey Gap
2019-2021

Survey Gap
2011-12

Q: Do you feel things in the Portland metropolitan area are generally going in the right direction, or do you 
feel things have gotten off on the wrong track? (2023 n= 1,686)

Wrong Direction



Key Findings



Riders use TriMet for a variety of non-commute 
purposes and activities

6%

8%

25%

33%

37%

41%

41%

45%

65%

School

Other

Visit Friends/Family

Medical Appointments

Personal Business

Work

Shopping

Go to Airport

Recreation
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Key Findings: Ridership

This aligns with a shift away from 
primarily commute-focused service 
towards TriMet becoming the preferred 
choice for a variety of travel needs.

For which of the following activities do you ride TriMet? (n = 1,318)



While 67% of respondents report using public transit, 
driving is the most common transportation type used

7

Key Findings: Ridership 

Q: What types of transportation do you use? (n = 1,595)

79%

71%

67%

34%

31%

30%

11%

2%

Drive myself

Walk/roll

Public transit

Someone drives me

Ride hail

Bicycle

Carpool/Vanpool

Scooter

Public Transit 
includes TriMet or 
any other agency for 
this question

Among respondents 
who use public 
transit, 50% use 
transit at least 
weekly



Among current riders, 74% approve of the job TriMet is 
doing
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Key Findings: Approvals & Satisfaction

Approval is higher 
among riders:

Current riders 74%

Non-riders 38%

Q: From what you know or may have heard, do you approve or disapprove of the job TriMet is doing? 
(n=1,595)

11% 8% 13% 44% 24%

Don't know Strongly disapprove Somewhat disapprove Somewhat approve Strongly approve

68%
(of all respondents)



Among current riders, 74% approve of bus and 81% 
approve of MAX 

Approval is higher 
among riders:
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Key Findings: Approvals & Satisfaction

Bus
Current riders 74%

Non-riders 47%

MAX
Current riders 81%

Non-riders 53%

12% 5% 13% 42% 28%

Don't know Strongly disapprove Somewhat disapprove Somewhat approve Strongly approve

70%

4% 8% 12% 36% 40%

76%
Q: Thinking about the TriMet bus system, with routes in the three-county metro area, do you approve or disapprove of the existing TriMet bus system? (n = 1,595)
Q: Do you approve or disapprove of the existing MAX light rail system?  (n = 1,595)

Bus

MAX



Consistent with prior years, most respondents approve of 
the transit systems and the job TriMet is doing
MAX light rail remains the most popular TriMet service

66%
76% 72%

80%
73% 75%

72% 68%
65%

78% 74%
76% 73% 74%

75%
70%69%

84%
80% 82%

77% 78%
82%

76%

20%

40%

60%

80%

100%

2013 2014 2015 2016 2017 2018 2019 2021 2022 2023

TriMet job approval
Bus system
MAX light rail system
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Key Findings: Approvals & Satisfaction

Survey Gap
2019-2021

Q: Do you approve or disapprove of the existing MAX light rail system?
Q: Thinking about the TriMet bus system, with routes in the three-county metro area, do you approve or disapprove of the existing TriMet bus system?
Q: From what you know or may have heard, do you approve or disapprove of the job TriMet is doing?



67% of riders are satisfied with their experience on TriMet
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Key Findings: Approvals & Satisfaction

1%

7% 12% 13% 46% 21%

Not Sure Very Dissatisfied Somewhat Dissatisfied Neither Satisfied nor Dissatisfied Somewhat Satisfied Very Satisfied

67%

Q: Thinking of your travel on TriMet, how satisfied are you with your overall experience?  (n = 1,318)



Even though satisfaction with TriMet experience has 
decreased somewhat over time, about 2 of 3 riders 
say they are satisfied with their overall experience
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Key Findings: Approvals & Satisfaction

Somewhat 
satisfied

Very
satisfied

44% 51% 46% 43%
28% 21%

43% 35%
34% 37%

47%
46%

87% 85%
80% 80% 75%

67%

2015 2016 2017 2018 2019-21 2022 2023

Q: Thinking of your travel on TriMet, how satisfied are you with your overall experience?  (n = 1,318)

Survey Gap
2019-2021



40% of respondents who ride at least several times a 
week  would enthusiastically recommend TriMet to a 
friend or family member 
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Key Findings: Approvals & Satisfaction

40% 
Promoters

• Rate 9 or 10
• Enthusiastic 

supporters
• 29% among Current 

riders

30% 
Passives

• Rate 7 or 8
• Satisfied but not quite 

promoters
• 28% among Current 

riders

30%
Detractors

• Rate 0 to 6
• May discourage others 

from riding TriMet
• 42% among Current 

riders

10
Frequent/Regular 

Riders Net Promoter 
Score

-13 
NPS among all 
Current Riders

Q: How likely are you to recommend TriMet to friends or family members? (n = 1,594)



Most current riders say they get good value for their fare, 1 
in 3 say they get excellent value
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Key Findings: Fares

3% 3%

6% 11% 19% 24% 34%

1: Poor 2 3 4 5 6 7: Excellent

 Further, 83% say 
paying fares is 
somewhat or 
very easy

Q: In general, how would you rate the value of the transit service you receive for the fare paid? (n = 1,317)
Q: How easy or difficult is it to pay your fare? (n = 1,317)



Riders continue to view MAX as being slightly more 
reliable than bus service
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Key Findings: Reliability and Trip Planning

75% 76%
79% 80%

70% 71%

82% 82% 81% 83%
79%

75%

2015 2016 2017 2018 2019-21 2022 2023

Bus

MAXRated 5, 6, or 7
Survey Gap
2019-2021

Q: From what you know or may have heard, how reliable is service on MAX/TriMet buses? (n = 1,595)

Riders rate reliability more 
favorably:

Bus

MAX
Current riders 80%

Non-riders 54%

Current riders 74%

Non-riders 48%



Riders find it easy to plan trips and track vehicle arrival 
times

16

Key Findings: Reliability and Trip Planning

2% 1%

6% 10% 41% 41%

Not Sure Very Difficult Somewhat Difficult Neither Easy nor Difficult Somewhat Easy Very Easy

3% 3% 13% 37% 45%

Q: How easy or difficult is it to plan transit trips? (n = 1,317)
Q: How easy or difficult is it to find out when your bus or MAX will arrive?  (n = 1,317)
Q: When taking trips on TriMet, how do you plan your trips and find out when your bus,      
MAX or WES will arrive? (n = 1,317)

Trip 
planning

Arrival 
times

82%

82%
 TriMet Trip Planner (60%) and 

Google Maps (45%) are the 
most used to plan trips



Among employed respondents, about a third work 
from home every day, a third commute every day, 
and another third do a mix of remote and in-person 
work

32%

5%

9%

24%

29%

Never

Less than once a month

A few times a month

A few times a week

Daily

34%

8%

3%

9%

7%

6%

30%

No remote work

Less than once per week

1 day/week

2 days/week

3 days/week

4 days/week

5 days (or more)
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Currently working from home Option to work from home

Q: Currently, how often do you work from home? (n = 975) Q: Which of the following work options has your employer offered?  (n = 975)

Key Findings: Travel Behavior



While most riders say the days of the week they ride vary, 
ridership is generally higher Tuesday-Friday and in the 
afternoon (3pm-6pm)

19%

22%

23%

22%

22%

18%

14%

61%

4%

Monday

Tuesday

Wednesday

Thursday

Friday

Saturday

Sunday

It varies

I'm not sure
10%

36%

58%

46%

37%

6%

I'm not sure

Evening

Afternoon

Midday

Morning

Early morning
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Key Findings: Travel Behavior

Q: What days of the week do you ride? (n = 1,318) Q: What times of day do you ride?  (n = 1,318)

Days of the week Times of the day



Most current riders say they ride TriMet to avoid parking, 
downtown driving, and traffic, followed by environment 
reasons and convenience

68%

58%

51%

49%

45%

34%

29%

28%

16%

Avoid parking

Avoid driving downtown

Avoid traffic

Environmentally conscious

Convenience

Make my community better

Avoid vehicle maintance costs

Good cost of fares

Other
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Key Findings: Motivators

Why do you ride TriMet? (n = 1,317)



When choosing how to travel around town, respondents’ 
top three priorities are safety followed by avoiding parking 
and traffic
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Key Findings: Safety

47%
42%

36%
31%

25%
23%

22%
22%

18%
10%

7%
3%

Safety
Avoiding parking

Avoiding traffic
Convenience
Environment

Reliability
Avoiding driving

Cost savings
Time savings

Personal comfort
Accessibility

Avoiding COVID exposure

Q:  Here are some priorities people have when choosing how to travel around town. Select your top 3 choices that are most important to you. (n = 1,594)
Q: Currently, does COVID-19 affect your willingness to ride TriMet? (n = 1595)

When asked about how COVID-19 
affects willingness to ride:

 15% say they are less willing to ride

 70% say no change

 13% say more willing to ride



Overall, respondents feel safer on buses than on MAX
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Key Findings: Safety

Q: From what you know or may have heard, how safe would you feel riding TriMet buses/MAX Trains? (n= 1,595)

3%

2%

12%

15%

8%

10%

12%

15%

13%

14%

19%

18%

23%

18%

11%

8%

Not Sure 1: Not at All Safe 2 3 4 5 6 7: Very Safe

Riders rate safety 
higher compared to 
non-riders

MAX
Current riders 49%

Non-riders 18%

Current riders 60%

Non-riders 18%
TriMet 
buses

MAX 
trains

Buses

48% of all 
respondents said 

safety concerns have 
prevented them from 

taking MAX trains



Nearly 8 in 10 riders cite other riders’ behavior as the 
reason they feel unsafe while riding TriMet
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Key Findings: Safety

Q: Which of the following, if any, make you feel unsafe while riding TriMet? (n = 1,595)

1%

9%

8%

11%

14%

18%

31%

32%

32%

38%

39%

44%

77%

I'm not sure

I don't feel unsafe riding TriMet

Presence of fare enforcement

Presence of transit police

Lack of riders

I'm alone

Lack of fare enforcement staff

Lack of non-security TriMet staff

Lack of unarmed security

The part of town

The time of day

Lack of transit police

Other riders' behavior



In the next six months 72% of respondents say they intend 
to ride as much or more than they currently do
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Key findings: Future Ridership

11% 12% 5% 60% 12%

Not Sure I won't ride at all Less than now About the same More than now

72%

Q: In the next six months, do you expect to ride TriMet? (n = 1,595)



Among people planning to ride less or not ride at all, more 
than 3 in 4 cite safety concerns as a reason why

24

Key Findings: Future Ridership 

Top three reasons for riding less or not at all in the future:

Q: Which of the following reasons, if any, describe why you may ride TriMet less or not at all? (n = 276)

78%

56%

35%

30%

11%

9%

9%

9%

7%

Safety concerns

Use other modes instead

Service concerns

Cleanliness concerns

Life changes

Work from home

Making fewer trips in general

Cost of fares

COVID concerns



When asked what TriMet could do to get them to 
ride more often, safety and service was top of 
mind

About 22% say general safety 
improvements would get them to ride 
more
Comments on safety generally revolved 
around:
 Staffing on vehicles
 Removing problem riders
 Fare enforcement

Respondents also mentioned:
 Increased service frequency (12%)
 Shorter rides or direct routes (9%)
 Lower or no fares (7%)
 Onboard police or security (7%)
 Decreased or free fares (7%)
 Wider service area (6%) 
 Greater fare enforcement (5%)
 Cleaner vehicles or stops (5%)
An additional 6% shared that they ride 
frequently and are satisfied with services.
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Key Findings: Future Ridership

Q: What  could TriMet do to get you to ride more often? (n = 1,690)



Thank You!





Demographic Characteristics



Demographic Characteristics:

3%

17%

18%

16%

17%

18%

9%

2%

18-24

25-34

35-44

45-54

55-64

65-74

75+

Prefer Not Answer

Age

46%

46%

4%

0.3%

6%

Man

Woman

Nonbinary or gender
non-conforming

Gender(s) not listed here

Prefer Not Answer

Gender

2929

Q: How old are you? (n = 1,594)
Q: What is your gender identity? (n = 1,594)



Demographics Characteristics: 

3030

1%

6%

21%

35%

33%

2%

3%

Less than HS

GED or HS Grad

Some College or Trade
School

Four-Year College Degree
BA/BS

Post-Graduate

Other

Prefer Not Answer

Education 42%

46%

6%

6%

Single (includes
separated, divorced, or…

Married

In a domestic partnership

Prefer Not Answer

Marital Status

79%

16%

5%

No

Yes

Prefer Not Answer

Disability

Q: What is the last grade of school you completed?
Q: What is your current marital status?
Q: Do you live with a disability?
(n = 1,594)



Demographic Characteristics:

3131

90%

8%

2%

Yes

No

Prefer Not Answer

English as First Language

2%

7%

2%

6%

0.7%

72%

0.3%

0.8%

16%

American Indian or Alaska Native

Asian or Asian American

Black or African American

Hispanic or Latino/a/x

Native Hawaiian or Pacific Islander

White

Multi-racial or bi-racial

Race(s) or ethnicity not listed here

Prefer Not Answer/No Response

Race or Ethnicity

99%

0.5%

0.2%

0.1%

0.1%

English

Spanish

Chinese

Korean

Vietnamese

Survey Language

Q: What is your race or Ethnicity? Is English your first Language? (n = 1,594)
Language of Survey Attempt (n = 1,690)



Demographic characteristics:

3232

26%

43%

12%

9%

3%

0.9%

0.2%

0.1%

0.0%

0.2%

6%

1

2

3

4

5

6

7

8

9

10 or more

Prefer Not Answer/ No Response

Household Size

81%

15%

4%

No

Yes

Prefer Not Answer

Children Under 18 at Home

62%

29%

9%

Multnomah

Washington

Clackamas

County

Do you have children under the age of 18 living at home? (n = 1,594)
Including yourself, how many people live in your household? (n = 1,594)
County information obtained from invitations (n = 1,594)



Demographics Characteristics: 

3333

5%

5%

5%

5%

5%

5%

5%

5%

6%

4%

9%

6%

14%

21%

< $10,000

$10,000 to just under $20,000

$20,000 to just under $30,000

$30,000 to just under $40,000

$40,000 to just under $50,000

$50,000 to just under $60,000

$60,000 to just under $70,000

$70,000 to just under $80,000

$80,000 to just under $90,000

$90,000 to just under $100,000

$100,000 to just under $125,000

$125,000 to just under $150,000

> $150,000

Prefer Not Answer

Household Income

83%

17%

Above

At or Below

150% of FPL 

76%

24%

Above

At or Below

200% of FPL 

Q: What was your total household income before taxes in 2022? (n =1,594)
Income at or above 150% of Federal Poverty Line / 200% of Federal Poverty Line  
(n = 1,248)



Appendix:
Recruitment materials



Appendix: Recruitment materials
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Appendix: Recruitment materials, cont.
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5

A&A Results & Our 
Vision 2030 Plan



Vision 2030 
Guiding Framework

Attitude & Awareness
2023 Survey Results

Exploring how TriMet’s Vision 2030 guiding 
framework will address survey findings and 
shape our improvement efforts



1. Infrastructure
Vision 2030 Alignment:

Enhance infrastructure to accommodate 
increasing ridership and improve system 
reliability and safety.

Addressing Survey Findings:

Prioritize investments in reliable 
infrastructure, addressing concerns about 
safety and reliability for both current and 
potential riders.

7



2. Community
Vision 2030 Alignment:

Build strong relationships with key rider groups and entities to foster 
community engagement.

Addressing Survey Findings:

Engage with the community to understand concerns, especially among non-
riders, and develop targeted strategies to raise awareness and approval.
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3. Zero Emissions
Vision 2030 Alignment:

Transition to zero emissions buses, focusing on 
hydrogen fuel-cell technology.

Addressing Survey Findings:

Introduce eco-friendly buses to address 
environmental concerns and attract environmentally 
conscious ridership.

9

https://news.trimet.org/wordpress/wp-content/uploads/2022/04/DSC0171-scaled.jpg


4. Information Technology
Vision 2030 Alignment:

Accurate and easy-to-use information, nimble and 
secure technology, and invest in people and tech to 
improve operational efficiency and enhance service 
quality.

Addressing Survey Findings:

Implement technology-driven solutions for real-
time trip planning, addressing the need for 
convenient and accessible information for riders.
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5. Ridership
Vision 2030 Alignment:

Focus on improving staffing, cleanliness, 
access control, and overall rider experience.

Addressing Survey Findings:

Enhance the overall ridership experience, 
addressing concerns about safety, cleanliness, 
and convenience to attract and retain riders.
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6. Experience
Vision 2030 Alignment:

Focus on providing reliable service, enhancing accessibility, and ensuring equity 
in services.

Addressing Survey Findings:

Improve the overall experience by focusing on accessibility, safety, and equitable 
service to meet diverse rider needs.
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7. Equitable Service
Vision 2030 Alignment:

Ensure equitable service levels, fair fares, 
and accessibility for all demographics.

Addressing Survey Findings:

Address concerns raised by different 
demographic groups, ensuring that 
services are inclusive and accessible to 
everyone.
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8. Welcoming System
Vision 2030 Alignment:

Focus on creating a welcoming atmosphere for riders and the community, 
fostering positive impact.

Addressing Survey Findings:

Implementing initiatives to make public transportation a safe, positive and 
inclusive experience, addressing concerns and fostering a sense of belonging.
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9. Safety and Security
Vision 2030 Alignment:
Prioritize reliability, convenience, and 
frequent service to enhance safety 
and security.
• Addressing staffing and coverage, 

cleanliness and access control.

Addressing Survey Findings:
Increase safety measures and 
reliability, addressing concerns raised 
by both current and potential riders.
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Comments/Questions?
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Break



Safety & Security Discussion



2

Security Discussion
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•

•

•

•

•

•

•

•

Continuous Security Improvement
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Current Security Team Staffing



5

TPD Calls for Service 2022 – 2023
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Declining Incidents Targeting Employees in 2023
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•

•

•

Low Perception of Safety Continues on MAX
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Benefits of Increased Presence

•

•

•

•

•
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Program Modification One

•
•
•
•
•
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Modification One Considerations

•

•

•
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Program Modification Two



12

Modification Two Considerations

•

•

•
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MAX Light Rail Hours of Service Discussion



2

MAX – Hours of Service Discussion
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MAX – Hours of Service Discussion

•

•

•

•

•
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Average Weekday Ridership by Hour
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Safety & Security Incidents by Hour
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MAX – Hours of Service Discussion
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•

•

•

•

•

•

•

Significant Upcoming Maintenance Activities
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MAX – Hours of Service Discussion

•

•

•

•
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MAX – Hours of Service Discussion

•

•

•
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Board Discussion
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Next Steps



22

Final Thoughts



23

Questions?
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