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ACCS Impact Assessment
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ACCS Research and Evaluation Process
Measuring Satisfaction and Impacts

Everything from A to Z to Help Transportation Planners
& Marketers Get from A to B

azes (i
progras, st ] thsl mak

AMulti-y ear process to assess ACCSd p
satisfaction and measure impacts of travel behavior change

A Surveys of customer groups and service users

A Measure impacts with methods used by MWCOG and other
respected regional evaluations
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Research / Evaluation Approach

Process has 3 components:

1. Customer Satisfaction dDef i ne cust omer ¢
and assess how well ACCS is meeting their needs
and expectations

2. Program Performance _dMeasur e use of .
services, document behavior changes, and
estimate impacts

3. Service Enhancements & ldentify service gaps
and pilot test opportunities for new customer -
centric services
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ACCS Performance Continuum

Unigue marriage of customer -centric foundation with
measurement of behavior change and impacts

Awareness Behavior Change
Knowledge of modes and Trial and continued
TDM services use of non -SOV
* options
Attitudes ‘
Willingness to consider
using non -SOV modes Impacts

- Vehicle trips reduced

Participation - VMT reduced

Use of TDM services - Emissions reduction
- Energy saving

- Traffic reduction
- Enhanced mobility
- Enhanced access

Satisfaction
Satisfied with services,
would use again, would

recommend
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Customer Satisfaction

A ACCS research measures customer
satisfaction o forces customer -centric
focus / behavior / accountability

A Surveys identify key touchpoints and
measures ratings of services
d Level of overall satisfaction

d Specific program component
satisfaction

A Analysis calculates areas for
improvements .

0 Strategy refinements
0 Program improvements
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Impact Assessment

ACCS tracking defines participation &
number of service users

Surveys measure behavior change _since
using services:

d What percent started non -SOV travel
0 What new modes they use

0 How often they use them

0 What modes they used before

Analysis calculates impacts :

o0 Trips/VMT reduced - cars off the
road

d Tons of emissions reduced
0 Gasoline savings
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Also Considering a Broader Range of
TDM Impacts

A Quality of life & More attractive community

A Economic vitality & Continued growth, good business
environment

A Environmental sustainability 8 Reduced energy
dependence, reduced global warming

A Social benefits 8 Improved health, reduced accidents.
Enhanced access, mobility

A Transportation system operation _ & Improved system
performance, reduced delay
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Reporting

ACCSDO
Results
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Phase | Data Collection / Analysis
(2006-09)

A Baseline surveys of customers and service users:
Residents

Employers
Employees

Property managers
CEO/business leaders

Commuter Store

CommuterPage.com
CommuterDirect.com
BikeArlington
WalkArlington

o Io Io Io Do Do Do Do I» I»

&0 1
s
ARLINGTON

IIIIIIII

ARLINGTON COUNTY
COMMUTER SERVICES




Research Documents Results

Customer ratings:

A Satisfaction level
A Likely to recommend
A Desired improvements

Impact performance

A Mode split
A New non -SOV users

A Vehicle trips eliminated 8
ocars off the roadd

A VMT eliminated
A Emissions reduced
A Energy savings
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