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91 Express Lanes Customer Satisfaction Survey

Introduction

History

This report details the findings of market research
conducted among customers of the 91 Express Lanes. The
purpose of this research is to determine the issues most
important to 91 Express Lanes customers, to discover their
perceptions of the Orange County Transportation Authority
(OCTA), and to track customer satisfaction with the 91
Express Lanes. Similar studies have been conducted by
Insights Worldwide Research (Insights) for the past 12
years. Where appropriate, results from previous years have
been included in the analysis and presented in this report.

Changes in Sampling

Frame

In 2009, the decision was made to design a sampling frame
that reflects the current customer base of the 91 Express
Lanes. Quotas were established to ensure that usage of the
91 Express Lanes by respondents mirrors the usage
patterns of all 91 Express Lanes customers. Different from
the sampling frame established in 2007, TCA customers
using the 91 Express Lanes were not included in this year’s
study. Quotas based on current usage are as follows:

Usage of 91 Express Lanes per OCTA database Percent of
Sample
None 0%
Less than one trip a week 41%
One or two trips a week 26%
Three trips a week 9%
Four trips a week 6%
Five trips a week 7%
Six trips a week 4%
More than six trips a week 7%
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Objectives

Questionnaire
Design

91 Express Lanes Customer Satisfaction Survey

The main objective of the Customer Satisfaction Research
Survey is to measure levels of satisfaction among
customers of the 91 Express Lanes and to identify the
issues most relevant to these customers. The research was
configured to make six major determinations:

>

To determine any changes in usage patterns of 91
Express Lanes customers

To determine customer satisfaction among those who
use the 91 Express Lanes

To determine customer expectations and perceptions
of OCTA management of the 91 Express Lanes

To determine customer attitudes about benefits of
lanes, toll policy, customer service and other service
characteristics

To determine awareness of existing communication
programs and identify effective channels for delivery of
information to 91 Express Lanes customers

To identity any differences between frequent and
infrequent users

Many of the same questions that were used in previous
years were again used in this year’s study, allowing for the
tracking of responses over time. A copy of the questionnaire
can be found in the Appendix of this report.
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Methodology

Insights Worldwide Research conducted 400 telephone
interviews. Potential respondents were selected using a
random sampling methodology from lists provided by
OCTA. Lists provided by OCTA included the names and
contact information of all current 91 Express Lanes
customers who have used the 91 Express Lanes at least 12
times within the past 12 months. To ensure they qualified
for this research, respondents were asked if they are
responsible for deciding which toll roads to use. Each
interview lasted approximately 17 minutes.

Margin of Error Every sample for a survey is subject to a range of variability.

Randomization
of Questions

Open-Ended
Questions

This range of variability refers to the chance variation in
results that may occur when a sample, instead of the total
population, is surveyed. This variability is known as the
standard error and reflects the difference between the
sample findings and those that would occur from a 100%
enumeration of the population using the same questionnaire
and research procedures. A statistically estimated sampling
error is commonly used as a comparative measure of
projectability for a survey sample. A sampling size of 400
with a sampling error of + 5.0% was used in this research.

To avoid the problem of systematic position bias—where
the order in which a series of questions is asked influences
the answer to some of the questions—several of the
questions in this survey were randomized such that
respondents were not consistently asked the questions in
the same order. Details of this occurrence are included in
the Detailed Findings section of this report as they relate to
specific questions.

Open-ended questions are asked without providing
respondents specific answers from which to choose. For
this type of question, respondents may mention any issue,
topic, or general response relevant to the questions without
being constrained by a limited number of options. After data
was collected, Insights Worldwide Research examined the
verbatim responses and created categories to best
represent them.
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Some questions within the survey were presented in a
multiple-response format. For this type of question, each
respondent is given the opportunity to select more than one
option. For this reason, the response percentages will
typically add up to more than 100 and represent the
percentage of individuals that mentioned a particular
response.

Interviewing for the 91 Express Lanes Customer
Satisfaction Research began on September 10, 2009, and
was completed on September 16, 2009. Interviews were
conducted from approximately 3:00 PM to 8:00 PM PST
Monday through Friday and 11 AM to 3 PM PST Saturday
and Sunday.

Interviews were conducted using a computer-aided
interviewing system (CATI). This system allows interviews
to be data-entered while the interview is being conducted.
Once all interviews were completed, open-ended answers
were coded and prepared for data entry.

Completed interviews were tabulated using a computer
database for analysis. A cross-tabulation program was used
to sort responses. The computer tabulation, including the
various segments of the sample, is available through
Insights Worldwide Research.

We wish to thank Stella Lin and Nora Yeretzian for their
invaluable support throughout this project, and Nora for
acting as the primary client contact at OCTA. Barbara
Foster served as Project Manager at Insights Worldwide
Research. If you have any questions regarding this project,
please contact Barbara at Insights (949-833-9337) or Stella
or Nora at OCTA (714-560-5356).
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Summary of the Findings

Highlights

In order to determine the issues most important to 91 Express Lanes
customers, to track customer satisfaction with the 91 Express Lanes, and
to discover their perceptions of the Orange County Transportation
Authority (OCTA), Insights Worldwide Research (Insights) conducted 400
telephone interviews among 91 Express Lanes customers in September
20009.

This 91 Express Lanes Customer Satisfaction Survey has measured
customer perceptions and attitudes over time, both before and after
OCTA acquired the lanes.

In 2009, however, there were several changes to both the survey
instrument and the sampling frame in order to more accurately measure
usage patterns and levels of satisfaction. The most significant change is
that Transportation Corridor Agency (TCA) account holders were not part
of the sample as occurred in 2007. Again in 2009, quotas were
established based on usage of 91 Express Lanes using the 91 Express
Lanes database, and Insights calculated usage patterns among all
customers. This information was used to set quotas for the sample in
order to ensure that the usage patterns of respondents mirror the usage
patterns of the 91 Express Lanes.

Also in 2009, several new questions were added to measure perceptions
of anticipated changes to the SR 91 freeway corridor. Other questions
were deleted for lack of relevance and a few questions were reworded in
order to more accurately reflect respondents’ opinions. All of these
changes are discussed where applicable throughout this analysis.

The following summarizes what we learned. Please refer to the Results
section of this report for a more detailed analysis.
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Toll Road Usage

91 Express Lanes Customer Satisfaction Survey

Usage of the 91 Express Lanes and other toll roads remains fairly
consistent with previous years. Nearly half of all 2009 respondents have
more than one transponder on their account.

As previously stated, quotas for number of trips taken per week on the 91
Express Lanes were established before interviewing began in 2007 and
repeated in 2009—something that was not done in previous years. This
action may have impacted results for trips on the 91 Express Lanes. As
illustrated below, the number of trips respondents took on the 91 Express
Lanes has declined somewhat while the trips on the SR 91 Freeway have
declined significantly versus previous years.

Mean Number of Trips on 91 Express Lanes and 91 Freeway with Net

Difference

——4— 91 Freeway including 91
ExpressLanes

=91 Express Lanes

~—

3.40

2.70

\ 210

2005 Gap=0.27

2006 Gap=0.20

2007 Gap=0.90

2009 Gap=0.60
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When asked if their usage of the 91 Express Lanes has changed within
the past six months, six out of 10 respondents say it has remained the
same, nearly identical to previous years. However, one-fourth of all
respondents say their usage has decreased. This response is an
increase as compared to previous years. Regardless of whether or not
the number of trips has increased or decreased, respondents most often
attribute the change to personal plans and demands at work. In fact,
among those who say the number of trips on the 91 Express Lanes
decreased, approximately one-third say it is because of changes in their
personal plans, while approximately one-fourth say it is because toll
charges are too expensive.

When comparing the percentage indicating that their travel has increased
with the percentage indicating their travel has decreased, the net
difference (.13) indicates a decrease in travel on the 91 Express Lanes in
2009. This finding, in combination with a slight decline in the mean
number of trips as noted above, suggests a decrease of 91 Express
Lanes customers choosing to use this toll road on a regular basis in
preference for using it only when necessary.

Respondents were asked if they are aware of the toll decreases, and if
so, what has been their reaction. In previous years, respondents were
asked if they were aware of a toll increase and what was their reaction.
Just 5% of all respondents in 2009 were aware of toll decreases. In
comparison, 17% of respondents in 2007 and 26% of respondents in
2006 indicated they were aware of toll increases. This suggests that
commuters are likely to have greater awareness of toll increases than toll
decreases. Among those who have changed their behavior in 2009
because of toll decreases, using the toll road more often, less often, and
traveling at different times are the most common responses.
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Respondents spend an average of $28.30 a month on toll charges. As
the following table illustrates, this is similar to 2007 in self-reported
monthly spending on the 91 Express Lanes, suggesting a leveling-off of
toll spending.

Average Toll Spending by Year

2005

2006

2007

2009

Self-reported average monthly tolls

$26.33

$25.15

$28.60

$28.30

Perceptions of the Toll Road

Overall, most respondents have been 91 Express Lanes customers for
about eight-and-a-half years. When asked what motivated them to sign
up and use the 91 Express Lanes, respondents again say they are tired
of sitting in traffic. New this year, respondents mention convenience as
often as being tired of sitting in traffic. Change of living location and job
changes are mentioned less often as a motivator in 2009 than in previous
years. This may suggest that 91 Express Lanes customers are more
likely to be internally motivated to use this toll road than they are
externally motivated by life events.

Just less than one-third of respondents say they are “extremely satisfied”
with their experience using the 91 Express Lanes. Compared to previous
years, the number of mentions of “extremely satisfied” is shifting
downward. In 2009, the number of mentions for “very satisfied” also
increased, while the number of respondents giving a lower satisfaction
score decreased, suggesting a trend reversal of dissatisfaction in 2009.
When asked why they rate their satisfaction the way they do, those who
are most satisfied say it is because the 91 Express Lanes save them
time. Those who are less satisfied say the 91 Express Lanes are too
expensive. This suggests that some customers do not perceive a fair
exchange of value for their toll charges.
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Nearly one out of three indicate that they feel the 91 Express Lanes are
“very safe”, with a slight shift noted in respondents moving from feeling
that the road is “safe” to feeling that the road is “somewhat safe”. As in
previous years, people cutting into the 91 Express Lanes after the toll
booth are mentioned most often as the reason for their safety
perceptions. This may suggest that lane cutting remains a concern for
many 91 Express Lanes customers.

When asked how much they agree with several statements, as in
previous years, respondents are most likely to indicate they expect the
lanes to be free-flowing at all times and they do not need advance notice
of toll charges. Respondents are least likely to agree that they always
check toll rates before deciding to use the 91 Express Lanes and they
rely on the 91 Express Lanes website for price changes.

As in previous years, respondents say the best things about traveling on
the 91 Express Lanes are saving time and less traffic. When asked for
their greatest concern or complaint, nearly one-third of all respondents
say they have no complaints. The most common complaint is that the 91
Express Lanes are too congested and/or too expensive. Again, this
suggests that the value proposition for most respondents when traveling
on the 91 Express Lanes is a fast commute with no traffic congestion.
Despite toll decreases, the current economic environment may make it
difficult for some customers to conceptualize the value proposition of the
91 Express Lanes.
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When estimating their time savings when traveling on the 91 Express
Lanes, responses suggest that customers may perceive less time savings
in 2009 as compared with previous years.

Estimated Time Savings When Using the 91 Express Lanes

38.4 38.7
34.5

Morning —#—Afternoon

29.5
28.8
274
243 231
2005 2006 2007 2009

Perceptions of and Communication with OCTA

Customers were asked to rate the importance of several service
attributes, and the 91 Express Lanes’ performance on the same list of
attributes. By calculating the mean rating of each attribute, then
determining the difference between the mean importance rating and the
mean performance rating, we are able to determine how closely OCTA is
meeting the expectations of their customers. Results are presented on
the following page.

When the average performance rating is higher than the average
importance rating, attributes appear to the right of the mid-point on the
following graph. Attributes to the right exceed the expectations of OCTA’s
customers. They include using excess toll revenues to make
improvements on the 91 Freeway corridor, and OCTA being financially
responsible when managing the 91 Express Lanes.
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When the average performance rating is lower than the average
importance rating, attributes appear to the left of the mid-point in the
following graph. Attributes to the left indicate an opportunity for
improvement to meet or exceed the expectations of OCTA’s customers.
This includes being treated professionally, a fast, safe and reliable
commute, concerns responded to in a timely manner, and constantly
pursuing new and better ways to serve customers. However, it should be
noted that in each case the gap between what is expected and what is
delivered is small indicating that OCTA is close to meeting customer
expectations on these attributes.

It is worth noting that the attributes respondents deem most important are
those associated with their own personal experiences, either while
traveling on the 91 Express Lanes or interacting with OCTA personnel.
Respondents consider those attributes associated with OCTA’s
performance as an organization of less importance.

Gap Map of OCTA’'s Performance Results

Attributes are listed in order of importance
lam always treated

professionally

Itis a fast, safe,
| | reliable commute
every time

OCTA should use
My concerns are excess toll revenues
responded to ina to make
timely manner improvements on the
91 Freeway corridor

The 91 Express

Lanes constantly

pursues new and
better ways to serve

their customers OCTA is financially
responsible when
l managing the 91
Express Lanes

-0.8 -06 -0.4 -0.2 0 02 04 06 08

Respondents were asked to rate the importance but not the performance
on one attribute: OCTA should use excess toll revenues to repay debt as
early as possible and make the 91 Express Lanes free. Respondents
rated this attribute as least important of the seven.
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Respondents were read a series of statements and asked how aware
they are of each. As the following graph illustrates, respondents are more
aware of the lower toll charges during fringe hours and non-rush hours
than their monthly spending on the 91 Express Lanes. Respondents are
less likely to be aware of their monthly spending or their 91 Express
Lanes account balance in 2009 than they were in 2007.

Awareness of 91 Express Lanes Features
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When asked what other OCTA services they have used in the past, the
majority (91%) say they have not used any other OCTA service. This
response is up from 85% in 2007 and 58% in 2006 indicating a trend
away from usage of other OCTA services among 91 Express Lanes
customers.

As with other years, most customers (53%) prefer to receive information
about the 91 Express Lanes via mail. In addition, just over half (52%) of
all responses indicate a preference to receive information via email. This
is a significant increase from 2007 and completes a trend toward e-mail
as noted in the 2007 survey.

Respondents were also asked how likely they are to use some potential
new and expanded features for the 91 Express Lanes. As the following
graph illustrates, respondents are more likely to use real-time traffic
coverage. All other features are less likely to be utilized, with a lower
monthly fee on the fourth transponder being the least likely to be utilized.

Likelihood of Using New and Expanded Features for the 91 Express Lanes

4 -~
—4&#— 2009 Mean
3.5 1 2007 Mean

—A—2006 Mean
3 -

A
2.5 1 \//A
A A - -~
2 v v\

15 A

Realtime traffic  Partnersoffering E-statements (on- Frequentdriver Weekendonly Lower monthly fee
coverage discounts and line) program transponder with on4 or more
specials lower monthly fee  transponders
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Awareness and Support of Corridor Changes

New this year, respondents were asked a few questions regarding
upcoming changes to the SR 91 freeway corridor. Respondents were first
advised of plans to extend the 91 Express Lanes to the [-15.
Respondents were then asked how they would use the new extended
lanes when traveling west bound and east bound. Eight out of ten
respondents say they would use the new extended lanes in both Orange
and Riverside counties when traveling east bound and west bound.

Respondents were also advised that OCTA is planning a future direct
connection between the 91 Express Lanes and the 241 Toll Road.
Respondents were asked how supportive they would be of this future
plan. The majority (63%) indicate some support of this plan. Just 11%
indicate no support at all.

Demographics

As the following table illustrates, 91 Express Lanes respondents are likely
to be in their early 50s, male, and with some college education. The
average annual household income of respondents has increased in 2009.
This represents a 7% increase in annual household income over last
year. This increase is less than the 18% increase noted from 2007 to
2009. The increase in 2007 may have been attributed to the inclusion of
TCA customers.

Respondents’ Characteristics

2005 2006 2007 2009
Average age 45 54 48 52
Percent male 55% 52% 62% 52%
Percent female 45% 48% 38% 48%
Average annual household income $77,325 $78,000 $95,200 $101,700

Percent with some college education

86%

82%

83%

90%

Percent employed full time

52%

43%

58%

64%

Ethnicity

--- Caucasian

78%

73%

70%

74%

--- Hispanic

9%

7%

13%

1%

--- African American

2%

5%

4%

4%

--- Asian

6%

4%
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Insights to Action

We began this research intent on uncovering perceptions and needs among 91
Express Lanes customers and how these perceptions and needs have changed
over time. In addition, we wanted to understand how customers of the 91
Express Lanes perceive OCTA and the best way for OCTA to communicate with
them.

Through in-depth analysis, we believe we have met these objectives.

Results this year indicate an improvement in overall satisfaction scores, higher
performance scores, and an increase in respondents indicating they have no
complaints about the 91 Express Lanes or OCTA.

This year’s results also suggest that the economic environment is impacting 91
Express Lanes customers. Results indicate that customers are spending less on
the 91 Express Lanes, using this toll road less often, and this purchase decision
may have become a discretionary item rather than a routine purchase. These
events may impact how OCTA promotes the 91 Express Lanes, toll charges,
and the messages being sent to customers.

Based on the findings outlined in this report, along with additional insights,
Insights Worldwide Research makes the following recommendations for action:

» Build on the convenience factor as well as free flowing lanes. As
in previous years, respondents make it clear that the most important
attribute connected with the 91 Express Lanes is keeping the 91
Express Lanes moving. This is the base of the value proposition
provided by the 91 Express Lanes to its customers, and this is what
they expect. In addition, this year respondents indicate that
convenience is as important to them as free-flowing lanes. Continue to
ensure that at all times—regardless of accidents, road maintenance,
or toll increases—customers can depend on free-flowing lanes. In
addition, promote the convenience of the 91 Express Lanes and its
impact on the life of your customers.

© IWR Group, Inc.
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» Promote OCTA'’s efforts to assist in these hard economic times.
Results suggest that 91 Express Lanes customers are less aware of
the decrease in tolls than of any previous increase in toll charges. In
addition, respondents indicate that a decrease in spending on the 91
Express Lanes may not be in response to OCTA, but rather a
response to the current economic environment. Responses indicate
that customer’s value and understand the benefits of using the 91
Express Lanes, but may have decided to spend less on toll charges
as they have other expenses. This may provide an opportunity for
OCTA to position this organization as a partner with their customers
during these tough economic times. This is a message that may
resonate with customers, along with the news that toll charges have
decreased.

» Ensure that customers are aware of road maintenance and that
this activity has limited impact on their experience. Results in
2009 indicate a slight increase in customer complaints regarding road
maintenance. While not significant, this may be the beginning of a
trend that should be monitored by OCTA. Several customers
comment that they are unaware of road maintenance and suggest
their need to know. OCTA currently schedules regular road
maintenance on the third Sunday of each month. Comments by
respondents may suggest that while OCTA is notifying customers of
regular road maintenance activities, other organizations may be
carrying out road maintenance activities at other times without
customer notification. Customers of the 91 Express Lanes may be
assuming that these activities are being conducted by OCTA,
suggesting the need for other organizations to coordinate their road
maintenance activities with OCTA in order to remove the frustration
among some customers.

© IWR Group, Inc.
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>

Research a solution to improve the cones to prevent drivers from
cutting into the 91 Express Lanes after the toll booth. Since we
began conducting this survey more than 11 years ago, respondents
have complained about drivers cutting into the toll lanes right after the
toll booth. This year, results indicate that customers are less likely to
complain about lane cutters, and are more likely to express their
concerns regarding the cones. This may suggest that efforts to reduce
lane cutting by OCTA have been successful, but customers are
searching for a more visible solution to the problem. OCTA may want
to consider a communication plan to advice customers regarding
efforts being made to reduce lane cutting and limitations on the
barriers used to prevent these actions.

Capitalize on the trend toward email and the desire for real-time
coverage. This year customers indicate a desire to receive
information via email, and the desire for real-time traffic coverage.
This may suggest the need to inform customers of traffic conditions
and road maintenance via email and text alerts. OCTA can keep its
customers informed immediately of accidents, maintenance and other
events that might slow down the lanes, allowing them to make an
informed travel decision before they get on the road. These actions
will also assist customers as they shift the purchase decision of the 91
Express Lanes from a routine decision to a discretionary purchase
decision.

© IWR Group, Inc.
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Detailed Findings

l. Usage of Toll Roads
Q1a. Which toll roads have you used at least 12 times within the past 12 months?

To begin the annual 91 Express Lanes Customer Satisfaction Study,
respondents were screened to ensure they qualify for this research study.
Respondents were asked if they are the individuals most responsible for
deciding whether or not to travel on the 91 Express Lanes. In the event
they are not the decision-makers, the interviewer asked to speak with the
decision-maker. In 2007 and 2009, respondents were required to have
traveled on the 91 Express Lanes within the past 12 months to participate
in this survey.

Upon qualifying for the research, respondents were asked on an unaided
basis which toll road(s) they use. As illustrated below, results nearly
mirror results from 2007. The few exceptions include results for usage of
the 241 Toll Road that returns to 2006 levels, and a trend for the 261 Toll
Road that indicates a slight decrease in usage since 2007.

Toll Road Usage

100% 97% 95%

100% |
W 2009
2007
H 2006
2005
7%
17 4%
500 lllllll
‘l .4 [ 2005
] 4% 2006
vy 0 i -
. 2007
91 Express — “ ‘ ra
lanes . 73Toll  ___ T T ————_ r 2009
133 Toll 15

Road
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Later in the interview, respondents were asked about OCTA'’s plans for a
future direct connection between the 91 Express Lanes and the 241 Toll
Road. Specifically, respondents were asked if they were very supportive,
somewhat supportive, neutral, not very supportive or not at all supportive
of this plan.

In order to gather additional insights among respondents, data was
segmented based on their support of this direct connection. As presented
below, respondents indicating support for the direct connection between
the 91 Express Lanes and the 241 Toll Road are more likely to say they
currently use the 241 Toll Road.

Toll Road Usage by Support of the 241 Direct Connection

100%
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Q1b. And who is your account with?

As mentioned in the Methods section of this report, 2009 respondents
were randomly selected from OCTA customers who have used the 91
Express Lanes at least 12 times within the past 12 months. In 2007,
quotas were established based on commuters who have their account
with TCA or OCTA. In 2009, TCA account holders were not available.
This would suggest that a comparison of responses in 2007 would be
significantly different than responses in 2009. For this reason, the
following graph presents responses to the current survey only.

As the following graph illustrates, nearly half of all respondents have their
transponder accounts with OCTA, while just over one-third are not sure.
Interestingly, over four out of ten respondents who rarely use the 91
Express Lanes (less than one trip per week) offer this response.

Respondents indicating they have increased their usage of the 91
Express Lanes are more likely to indicate that their account is with OCTA
than are respondents indicating they have decreased their usage of this
toll road. This may suggest that as usage of the 91 Express Lanes
increases, awareness of OCTA also increases.

Transponder Account

OCTA
Don't know 48%
38%

Other

2%
Fastrak 91 Express Lanes

2% 10%
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Q2. How many transponders do you currently have in your household?

Respondents were asked how many transponders they currently have in
their households. As in previous years, respondents are more likely to
have one transponder in the household. Results indicate a trend,
however, toward more than one transponder per household. In 2009,
nearly half of all respondents say they have more than one transponder in
their household. Not surprising, respondents indicating they travel on the
91 Express Lanes more than six times a week are also more likely to say
they have two or more transponders.

Number of Transponders
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Q2a. How did you acquire the transponder you use when traveling on the 91 Express Lanes?

Respondents were asked about the process of acquiring their
transponders. Respondents were allowed to answer in their own words,
and responses were then coded for data entry. As the following graph
illustrates, most 91 Express Lanes customers acquired their transponders
through the 91 Express Lanes Customer Service Center. One-fourth of all
respondents simply called in and had their transponder mailed to them.

Transponder Acquisition

Can'trecall 91 Express Lanes
10% Customer Service

Internet request, 34%

then mailed
14%

OCTA Customer

Service
17%

Called, then mailed
25%

Respondents who acquired their transponder through OCTA are more
likely to say they used OCTA customer service and less likely to say they
used 91 Express Lanes Customer Service in 2009 as compared with

2007.

Transponder Acquisition 2007 2009
Total OCTAOnly TCAOnly Total

91 Express Lanes Customer Service 40% 51% 9% 34%
Called, then mailed 24% 21% 30% 25%

OCTA Customer Service 9% 9% 9% 17%

Internet request, then mailed 21% 14% 43% 14%

Costco 1% 1% 3% 0%

Can't recall 4% 3% 6% 10%
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Q3. Who pays for your toll on the 91 Express Lanes?

Respondents were asked who pays their toll on the 91 Express Lanes. As
in previous years, the majority of respondents say they pay their own toll
charges. Respondents who use the 91 Express Lanes four or more times
a week are somewhat more likely to say that their employer pays the toll.
However, even among this group of frequent users, the majority of
respondents indicate that they pay their own toll charges.

Payment of Tolls

91%

| pay for my own toll 94%

90%

|

94%

6%
3%
5%
6%

My employer pays for it l = 2009
| 2007

m 2006

l 2005
I 3%

2%

| 3%

|* %

Afamily member/spouse pays for
it
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Q4. What is the ZIP code from which you are traveling?
Q5. What is the ZIP code to which you are traveling?

As illustrated in the tables below, ZIP codes from which respondents are
traveling from remain consistent from 2007 results. Nearly two-thirds of all
respondents say they do not know the zip code of their destination. A list
of zip codes by city is included in the Appendix of this report.

ZIP Code Travel

ITraveIing from... I 2007 I 2009
Total OCTA Only TCA Only Total
92503-92596 (Riverside and Winchester) 33% 41% 9% 32%
928XX (North Orange County and Corona) 31% 36% 17% 31%
90XXX (LA and Long Beach area) 14% 9% 29% 12%
92019-92501 (San Diego, Desert, Big Bear 5% so 4% 9%
area)
926XX (Central and South Orange County) 8% 3% 21% 7%
927XX (Central Orange County) 4% 1% 11% 4%
91XXX (Claremont, Ontario area) 4% 4% 4% 4%
All others 2% 1% 5% 1%
ITrave/ing to... I 2007 I 2009
Total OCTA Only TCA Only Total
928XX (North Orange County and Corona) 12% 14% 7% 8%
90XXX (LA and Long Beach area) 9% 10% 5% 8%
926XX (Central and South Orange County) 8% 9% 6% 5%
92503-92596 (Riverside and Winchester) 4% 4% 5% 2%
927XX (Central Orange County) 4% 4% 3% 3%
92019-92501 (San Diego, Desert, Big Bear 39 3% 39% 6%
area)
91XXX (Claremont, Ontario area) 1% 1% 1% 1%
Don't know 59% 55% 70% 67%
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Q6. Approximately how many total one-way trips per week do you take on the 91 Freeway,
including trips taken on the 91 Express Lanes toll road?

Respondents were asked how many one-way trips they take on the 91
Freeway including trips on the 91 Express Lanes. As mentioned in the
Methods section of this report, quotas based on usage of the 91 Express
Lanes were established for this study. These quotas are likely to impact
this question’s results. As presented below, usage of the 91 Freeway,
including trips on the 91 Express Lanes have decreased in 2009,
particularly among respondents saying they use this corridor more than
six times per week.

Approximate Number of One-Way Trips Per Week on the 91 Freeway

B 2009 Mean = 2.70
2007 Mean = 3.40
H 2006 Mean=3.10
2005 Mean=3.32

4%

1- %.);
Six trips a week 3%’
| 2%

13%

More than six trips a week I:g% LN 21%
7%
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Q7. Approximately how many one-way trips per week do you take on the 91 Express Lanes toll

road, not the 91 Freeway?

When asked specifically about trips on the 91 Express Lanes, results
suggest that the trend of fewer trips on the 91 Express Lanes continues.
It is worth noting that respondents indicating they are employed use the
91 Express Lanes an average of 2.5 times a week. In comparison,
respondents indicating they are not employed use this toll road an

average of just 1.4 times a week.

Approximate Number of One-Way Trips Per Week on the 91 Express Lanes

Three trips a week

l,.....,_l-lz%

7%
0,
Four trips a week I 67o/f’

6%

8%
. . %
Five trips a week I 5%

LE7%

Six trips a week | 1%

1%

l-e%

0,
More than six trips a week I 5!% 11%
e

3%

H 2009 Mean=2.10
2007 Mean = 2.50
B 2006 Mean = 2.90
2005 Mean = 3.05
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Q8. And of those trips on the 91 Express Lanes, how many are during rush hour (5 am to 8 am
and 4 pmto 7 pm)?

Respondents were asked to state the number of trips they take on the 91
Express Lanes during rush hour. In 2006 and 2005, respondents were
asked to state the percent of travel during rush hours. For this reason,
this data is not presented.

Assuming a weekly commute of 10 trips per week, results suggest that
respondents may be carefully selecting which days and times they will be
using the 91 Express Lanes.

Weekday Rush-Hour Travel on the 91 Express Lanes

M 2009 Mean=1.6

2007 Mean= 2.0

46% 4594

33%
26%

o . 5% 0
o -, |-l a5 % 5%
p— ] ' | . %
1 X 5% sy
Less than 0 B .. ) %‘ :
onetripa . Three e 7
two trips . Four trips . ) B
week a week trips a a week Five trips Six tri h
week a week psa Seven or
week ;
more trips
per week
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Q9. As a percent of your total travel on the 91 Freeway during these times, what percent of the
time do you use the 91 Express Lanes during non-rush hours, excluding weekends?

As in 2007, respondents were asked to state the percentage of time that
they use the 91 Express Lanes during non-rush hours, excluding
weekends. Results indicate that nearly one-half of all respondents say
that at least 11% of time that they are on the 91 Express Lanes it is

during non-rush hours, while nearly the same number of respondents
indicates they are infrequent users.

Non-Rush-Hour Weekday Travel on the 91 Express Lanes

L1

T

Lessthan 10% ' 47%

11%to 50% |

25%

| 6% M 2009 Mean =34%
51%to 75% | 4%

1
[ .
76% to 100% I 22%

. l 34%
i S

2007 Mean =46%
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Q10. What percentage of the time do you use the 91 Express Lanes on weekends?

Respondents were asked to estimate the percentage of time that they
use the 91 Express Lanes on weekends. Results indicate that slightly
less than half of all respondents use the 91 Express Lanes on weekends
at least 11% of the time that they are on the 91 Freeway. In 2009, there is
an increase in respondents saying they use this toll road less than 10% of
the time for weekend travel, as well as an increase in the percent of
respondents offering a response of 51% to 74%. This may suggest that
when respondents consider whether or not to use the 91 Express Lanes
rather than the 91 Freeway for weekend travel, this decision may be more
discretionary than may have occurred in earlier years.

Weekend Travel on the 91 Express Lanes

.

Less than 10% l

55%

38%

' 9%
11%to 33% 9%
| 3%
34%to 50% l
1 B 2009 Mean=27%
51%to 74% | o
3%
l 2007 Mean=46%
l-s%
o, () 9
75% to 94% J-g%! 12% B 2006 Mean = 41%

_—
95% to 100% 26%
lﬁ, 22%

.
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. Selection Process

Q11. How long have you been a 91 Express Lanes customer?

Respondents were asked how long they have been customers of the 91
Express Lanes. Because the scale for responses was changed in 2007, a
two-year comparison is presented. Results in 2009 indicate that nearly
half of all respondents have been traveling on the 91 Express Lanes for
more than 10 years. The mean number of years as an 91 Express Lanes
customer among those using this toll road three or fewer times per week
is 8.8, while among more frequent users (six times per week) the mean is
11.5. Among the most frequent users (seven times per week) the mean
number of years drops to 9.9 years.

Time as a 91 Express Lanes Customer

Less than 6 months 'g%%
6 months to 1 year

More than 1 but less than 3 years '2_?:/:’_1 20% B 2009 Mean= 8.5

More than 3 but less than 6 years 'P 15% 26%

. 2007 Mean=5.5
More than 6 but less than 8 years ' — %%g/z

o

More than 8 but less than 10 years IE&/OO%

More than 10 but less than 12 years m 20%

i 0
0,
12 years l;’_ L o 27%
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Q12. Thinking back to when you signed up for the 91 Express Lanes toll road, what motivated
you to sign up and use the 91 Express Lanes?

Respondents were asked to describe in their own words what motivated
them to sign up for and use the 91 Express Lanes. Responses were later
coded for data entry. As in previous years, the majority of respondents
say they originally signed up for the 91 Express Lanes because they got
tired of sitting in traffic. However, this year respondents frequently
mention convenience as a motivator for signing up and using the 91
Express Lanes. Being tired of sitting in traffic reflects nearly half of all
responses, as does convenience.

Initial Reasons for Using the 91 Express Lanes

Got tired of sitting in traffic _505%’%

Convenience 24%
° [
Saves time 13%

Moved to Riverside/Corona area _°° 12%

Lived in Riverside/Corona area but got a job in | 3%
Orange County 11%

Travel on the 91 for vacation/leisure trips | 2%

W 2009
Lived in Orange County but got a job in the [® 1%;f’o 2007
Riverside/Corona area o L
H 2006
My children's activities (school, sports etc) arein ! %Zg
Orange County 3% 2005

Receiveditasagift g 3y

Safer thanthe 91 | 1%

Affordable | 1%

Tired of strainon my car g3

Other 4%
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Q13. Within the past six months, would you say the number of times you traveled on the 91

Express Lanes toll road, not the 91 Freeway, has increased, stayed the same,
or decreased?

When asked directly about changes in usage of the 91 Express Lanes,
the majority of customers say their usage of the toll road has not changed
within the past six months. When comparing the percentage indicating
that their travel has increased with the percentage indicating their travel
has decreased, the net difference (.13) indicates a decrease in travel on
the 91 Express Lanes in 2009. This is the first year the results indicate
these outcomes. Respondents who frequently use the 91 Express Lanes

are more likely to report an increase in usage than are less frequent
users.

Usage of the 91 Express Lanes

. Increased Stayed the same

Decreased
| |
|
12%
2009 I 6 .
| 25%
1
| |
2007 | 23%
| i 60%
17%
1 |
|
2006 | 18%
i i 63%
] 19%
1 |

2005 15%
\ 7 70%

L7 15% ‘
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Q14. Why have your driving habits changed?

If respondents mentioned that their travel on the 91 Express Lanes has
either increased or decreased, they were asked why. Respondents were
asked to provide their reasons in their own words. Responses were then
coded by categories and entered into our computer to be included with all
other results. Respondents cite various reasons for changing their driving
patterns. It is interesting to see that a change in personal plans or
demands at work are mentioned most often as a primary reason for
changing travel patterns on the 91 Express Lanes. This suggests that
events outside those implemented by OCTA have impacted usage of the
91 Express Lanes. Among those who say they have decreased their

usage of the 91 Express Lanes, approximately one-fourth say toll charges
have become too expensive.

Reasons for Changing Driving Habits

D dsat k l 9
emands at wor ] I 41% 25% I
Personal plans change 9
p g I . 33% 31% I
Increased trafficon 91 freeway I 12% 39‘
Using the carpool I 3"/’
i 4%
Retired I ’ l Increased
_I i : Decreased
Too expensive 2% 28% I

1
Expresslanestoo crowded I

Increase intoll charges I 5%"
1%
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The following graphs present reasons for changes in driving habits by
year. Results indicate that demands at work and personal events are
more likely to have impacted an increase in 91 Express Lanes usage in
2009 as compared to 2007. In addition, in 2009 a faster commute is less
likely to have impacted an increase in usage, while expense is more likely
to have impacted a decrease in usage as compared to 2007.

Reasons for Changing Driving Habits — By year

Demands at work 41%

Personal plans change
Increased traffic on 91 freeway
Using the carpool

Retired
B Increased 2009

Increased 2007

Too expensive

Express lanes too crowded 39%
Faster commute 18%
No change 11%
Changedjobs | o

Increase in toll charges 2%

31%

Personal plans change 26%

Too expensive 28%
Demands at work
Increase intoll charges 26%

Retired
H Decreased 2009

Decreased 2007

Using the carpool

Increased traffic on 91 freeway 36
Faster commute 1%
No change 2%

Express lanes too crowded 4%

Changed jobs 10%
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Q15. Using a scale of 1 to 7 where 7 means | strongly agree and 1 means | strongly disagree,
please tell me how much you agree or disagree with the following statements.

When asked to rate their agreement with several statements,
respondents indicate that the value they receive from their toll charges if
lanes are free-flowing. Responses also suggest that respondent’s monitor

toll charges via the 91 Express Lanes sign and may vary their travel
patterns based on this information.

It is worth noting that respondents indicating they feel the 91 Express
Lanes may not be as safe as they desire are also more likely to agree
that they expect the lanes to be free-flowing at all times and less likely to

agree that the 91 Express Lanes gives them value. This may indicate a
cause for their concern.

Interaction with the 91 Express Lanes

Strongly Agree 6 5 4 u3 2

| expect the lanes to be free-flowing
at all times, even if | have to pay 48%
higher tolls.

Strongly Disagree

% 18% 6%I 10%

7% 14%  7%4%6%

| don't need a pre-notice because |
mostly rely on the Express Lanes price 46%

signs to tell me the price. 15%

33%
10%  22%
6 13% % 79
70
ad 5 6%!% 27%

Using the 91 Express Lanes gives me
value for the money.

| would travel a little earlier or a little
later to avoid the heaviest rush hour if 35%
the toll was lower during these hours.

I rarely look at or rely on the Express
Lanes price signs 33% 5% 11% 59
. 0,
§| — 31%
| always check for the current toll on
. . 0,

the Express Laneshprlce signs before | 25%  5%10% 6%6% o9,

decide to use the Express Lanes. | i 39%

I mostly rely on the Express Lane's .

website to find out about any price 10% 6% 9%

changes. / 66%
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Data collected in 2009 show that respondents continue to check price
signs rather than the website for price changes.

Perception Means by Year

7.0
6.0
%\
5.0 ~N——
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\\A\\
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higher tolls on price signs  gives me value to avoid higher price signs before deciding  price changes
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Q16. In your opinion, what is the best thing about traveling on the 91 Express Lanes toll road?
Anything else?

Respondents were asked to state in their own words the best thing about
traveling on the 91 Express Lanes. In 2006, less traffic was mentioned
most often. In 2007, however, responses are equally divided between
saving time and less traffic. This trend continues in 2009. Convenience
and easy receive slightly more mentions in 2009 than in previous studies.
Respondents using the 91 Express Lanes four or more times per week
are more likely to mention saving time as the best thing about traveling on
this toll road. In contrast, respondents using the 91 Express Lanes less
than three times per week are more likely to mention less traffic and
convenience/easy as the best thing.

Best Thing About Travel on the 91 Express Lanes

] 41%
Saves time 40%
| 43%

Less/No traffic

Convenient/Easy I %
% m 2009
o 2007
Less stress/relaxing 7%
H 2006
sy 2005
| 3%
More safe/safety 4%
101

0
Less wear & tear on car ilz%f’
|

_I'l-l%

6%
6%
4%
p

Other
1
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Q17/Q18. About how much time do you think you save per one-way trip during rush hour
when you travel on the 91 Express Lanes in the morning? In the afternoon?

Respondents were asked how much time they think they save when
traveling on the 91 Express Lanes during rush hour. Respondents are
more likely to say that their perceived time savings is greater in the
afternoon than in the morning. In fact, over one-third of all respondents
say they save 45 minutes or more in the afternoon by traveling on the 91
Express Lanes, while nearly half say they save 30 minutes or more in the
morning when using this toll road.

When examining results over the past several years, results suggest that

perceived time savings have decreased over the previous two years. This
is particularly true when asked about the morning commute.

Time Saved by Traveling the 91 Express Lanes — By Year

38.4 387
345
Morning - Afternoon
29.5
28.8
274
243
23.1
2005 2006 2007 2009
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lll.  Performance Perceptions

Q19. In your opinion, what has been your greatest concern or complaint about the road or the
service you receive from the 91 Express Lanes? Anything else?

Respondents were asked to state in their own words their greatest
complaint or concern about the road or the service they receive from the
91 Express Lanes. Responses were then coded by category and entered
into our computer to be included with all other results. Nearly one-third of
all respondents say they have no complaints, the highest response to
date. The most frequently mentioned complaint is the expense while
complaints of congestion on the 91 Express Lanes has decreased. Rate
increases are mentioned less often in 2009.

Greatest Concern About the 91 Express Lanes

No complaints

Too expensive

Express Lanes still congested
People cutting into lanes
Rates increase too often

Lanes closed for maintenance

Other
W 2009
Express Lanes too short
2007
Speeding by other drivers
H 2006
Bottleneck at the 55/91 interchange
2005

Poor customer service
Transponder doesn't always work

Minimum monthly toll fees

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
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Q20. How would you rate the overall safety of the 91 Express Lanes toll road? Would you say it
is very safe, safe, somewhat safe, somewhat unsafe, unsafe, very unsafe or extremely
unsafe?

Results suggest the shift in safety perceptions noted in 2007 continues in
2009. Approximately three-fourths of all respondents say the lanes are
safe, nearly the same response as in previous years. Just one out of ten
respondents considers the 91 Express Lanes to be unsafe, similar to
previous year’s results.

Perceptions of Safety on the 91 Express Lanes

Very Safe Safe Somewhat Safe  Somewhat Unsafe
m Unsafe m Very Unsafe = Extremely Unsafe
_r,-m""“ l
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Q21. Why do you feel this way?

Respondents stating that they felt the 91 Express Lanes were somewhat
unsafe, unsafe, very unsafe or extremely unsafe to the previous question
were asked to explain why, in their own words. Responses were then
coded by category and entered into our computer to be included with all
other results. The primary reason for providing an unsafe response is
because of the people who cut in after the toll booth, however, this
complaint has declined in 2009. In addition, a lack of protection offered by
the cones, speeding, and safety/dangerous are mentioned more often in
2009, while accidents and narrow lanes are mentioned less often.

Reasons for Perceptions of Safety on the 91 Express Lanes

= 34% 5500
People cut in after toll booth 43% ?
0,
Cones offer no protection or 12%7ﬁ
deterrence 5%
o 14%
Too many speeders = 23%

Safety/Dangerous 0‘V§% H 2009

0 2007
Too many accidents/More tendency 13/60%

for accidents %10%

i B 2006
3%

Narrow lane/One lane/No shoulder h%lo%
22% 2005

Too much traffic congestion = 10%
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Q22. Overall, how would you rate your satisfaction with your experience in using the 91 Express
Lanes toll road? Please use a scale of 1 to 7 where 7 means you are extremely satisfied and
1 means you are extremely dissatisfied.

Satisfaction with the 91 Express Lanes in 2009 indicates a reversal of the
trend toward lower satisfaction scores since 2004.

When satisfaction scores are analyzed based on respondents’ support of
the 241 direct connection, respondents indicating support of this direct
connection provide an average satisfaction score of 5.8. In comparison,
respondents indicating little or no support provide an average satisfaction
score of 5.2. This may suggest a correlation between support of this
direct connection and satisfaction with the 91 Express Lanes.

Overall Satisfaction with the 91 Express Lanes

Extremely Satisfied 6 5 4 m3 m2 Extremely dissatisfied

2009
Mean =5.60 |

2007
Mean=5.40

|

1

2006
Mean=5.60 |

2005
Mean=5.66
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Q23. Can you please tell me the primary reason you rated your experience that way?

Upon providing their scores for overall satisfaction of the 91 Express
Lanes, respondents were probed further into why they answered the way
they did. Respondents were asked to provide their reasons in their own
words. Responses were then coded by category and entered into our
computer to be included with all other results.

As illustrated in the graph below, results reflect the respondents’ overall
satisfaction with the road. Very few negative complaints are made.
Overall, respondents continue to be most satisfied because the road has
less traffic.

Among respondents indicating less satisfaction, comments suggest that
expense, crowded lanes, closed for maintenance, and lane cutting may
be the cause of this dissatisfaction.

Reasons for Satisfaction Scores

2 0,
No problems L 6% >%

1%

. 22%
Savestime W 6% 0
4%

T 12% Satisfied
Consistent Ml 4% °
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10%
Less crowded -2‘75% °
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Agood value m 2%
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Too expensive i — 3
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Accidents blocking toll road B 2%
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Crowded atintersections M 3%
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Illegally cutting into lanes 49
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The following graph presents reasons for satisfaction ratings by year. In
this case, responses are presented for the total sample and not

segmented based on satisfaction scores.

Results suggest

that

respondents are more likely to mention safety reasons and the need for
general improvements in 2009 than in previous years. In addition,
respondents are less likely to mention too congested in 2009 than in

previous years.

Reasons for Satisfaction Scores by Year

Less traffic/Quicker trip
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Q24. | am going to read several attributes that might be important to those who use the 91
Express Lanes toll road. As | read each statement, please tell me how important each one is

to you, personally. Please use a scale of 1 to 7 where 7 means it is extremely important to
you personally and 1 means it is totally unimportant to you.

When asked to rate the importance of several attributes, respondents
indicate that relationship factors are most important to them. Factors
directly associated with the 91 Express Lanes comprise the second tier of
importance. It is worth noting that respondents using the 91 Express
Lanes more than six times a week are less likely to indicate it is important

that this toll road constantly pursue new and better ways to serve their
customers.

Importance of Service Attributes

Extremely Important 6 5 4 m3 2 Not at all important

| am always treated professionally

I £ 15%  13% 401
0,
I 61% 14% 135 TS‘V

50%
22% 16% 6%I
|
OCTA should use excess toll revenues
to make improvements on the 91

I 54%
Freeway corridor 1 I 1% 17% 6%'

Itis easy to get a hold of customer

. 48%
service when | need to I | ° 16% 169 W
The 91 Express Lanes constantly
pursues new and better ways to serve

I 35% o
their customers 1 | 15% 18% 12% .6%

timely manner

Itis a fast, safe, reliable commute

My concerns are responded to ina l
everytime I

OCTA is financially responsible when 38%
managing the 91 Express Lanes 1 0 10% 22%
0,
10% 195% 11%
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i

make the 91 Express Lanes free # 7% 13% 7% 0
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When the mean scores for consumer importance are analyzed and
compared to previous years, the data indicates a few differences when it
comes to customers’ expectations of the 91 Express Lanes. In 2009
respondents are more likely to feel that relationship factors and a reliable
commute are more important than in previous years. In addition, OCTA
being financially responsible is of less importance to respondents in 2009
as compared with previous years.

Mean Scores of Importance of Service Attributes by Year
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V. Perceptions of OCTA

Q25. Now | am going to read this same list of attributes, and this time please tell me how you
feel the 91 Express Lanes toll road performs on each. Please use a scale of 1 to 7 where 7
means their performance is outstanding and 1 means their performance is unacceptable.

When asked to rate the performance of the 91 Express Lanes on the
same list of attributes, customers give OCTA the highest ratings on
relationship factors such as how they are treated, responsiveness and
access to customer service. Factors associated with the 91 Express
Lanes fall into the second tier of performance ratings.

Performance of the 91 Express Lanes

Outstanding 6 5 4 =3 m?2 Unacceptable

_—

L

I am always treated professionally l 52% 19% B WI

My concerns are responded to ina

| 0 .
timely manner J I 49% 20% 17% Wl

Itis easy to get a hold of customer
service when | need to

Itis a fast, safe, reliable commute
everytime

OCTA should use excess toll revenues
to make improvements on the 91
Freeway corridor J

OCTA is financially responsible when I
managing the 91 Express Lanes

The 91 Express Lanes constantly
pursues new and better ways to serve
their customers
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When the mean scores for performance are analyzed and compared to
previous years, the data collected in 2009 suggest performance
perceptions have improved for relationship factors and attributes

associated with the 91 Express Lanes.

Performance of the 91 Express Lanes by Year

7
—4— 2009 Mean
6.5 2007 Mean
—&— 2006 Mean
6 #—2005 Mean
5.5
5 A
X
4.5
4 T T T T T 1
lam always My concernsare Itis easy to get Itisa fast, safe, OCTA should OCTAis The 91 Express
treated responded to in ahold of reliable use excess toll financially  Lanesconstantly
professionally atimely manner  customer commute every revenuesto responsible pursuesnew
service when | time make when managing and better ways
needto improvements the 91 Express to serve their
onthe 91 Lanes customers
Freeway
corridor
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V. Product Perceptions

Q26. As | read a list of potential new and expanded features for the 91 Express Lanes, please tell
me if you are extremely (4), very (3), somewhat (2), or not likely (1) to utilize each feature.

Respondents were read a list of new and/or potential features for the 91
Express Lanes and asked to rate each using a four-point scale in which a
greater score equals a greater likelihood to use such features. As
illustrated in the graph below, respondents are more likely to use real-time
traffic coverage. All other features are less likely to be utilized, with a lower
monthly fee on the fourth transponder being the least likely to be utilized. It
is interesting to note that partners offering discounts is more likely to be

utilized than a frequent driver program.

Respondents saying their usage of

the 91 Express Lanes has increased are more likely to say they utilize e-
statement than are respondents indicating their usage has stayed the

same or decreased.

Likelihood of Using New and Expanded Features for the 91 Express Lanes

Extremely likely Very likely

2
e
] L |

Real time traffic coverage I

I 19%

20%
|

Partners offering discounts and
specials

E-statements (on-line) I

Weekend only transponder with

21%
lower monthly fee

Frequent driver program providing 19%

points for prizes |
Lower monthly fee on 4 or more | 14%
transponders -

1

Somewhat likely

27%

Not likely Don't know

ik 22% l

2l 349% I

0,
25% h%

16% 0%
43%
15% 1%
45%
13%  13%
59%

22%

20%

19%
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When examining the likelihood of using new and expanded features over
the last three years, results suggest there is little increase in respondents
intended usage. The average score for likelihood of future usage is either
the same or less for all factors presented to respondents.

Likelihood of Using New and Expanded Features for the 91 Express Lanes — By
Year

4
—&— 2009 Mean
3.5
2007 Mean
== 2006 Mean
3
2.5
-
2 \\
1.5
1 T T T T T 1

Real time traffic ~ Partners offering  E-statements (on - Frequent driver Weekend only  Lower monthly fee
coverage discounts and line) program transponder with on 4 or more
specials lower monthly fee transponders
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Q27. Approximately how much do you spend per month on toll charges to use the 91 Express
Lanes?

Respondents indicate spending nearly the same amount on tolls per
month in 2009 as compared with 2007.

It is important to keep in mind that in 2007, quotas were set to capture

results of frequent 91 Express Lanes users. In 2006, these quotas were
not in place.

Self-reported Monthly Toll Charges

2005 2006 2007 2009

Self-reported average monthly tolls $26.33 $25.15 $28.60 $28.30
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Q28. As you may be aware, within the past 12 months, tolls have decreased for the 91 Express

Lanes. Have your travel patterns changed because of the toll decrease?
Q29.How have they changed?

Respondents were asked if they are aware of toll decreases, and if so, in
their own words, what changes they have made to their travel patterns. For
comparison purposes, keep in mind that in 2006 and 2007, respondents
were asked if they are aware of toll increases. In 2009 significantly fewer
respondents indicate awareness of the decrease in toll charges as compared
to previous years when respondents were asked about an increase in toll
charges. Only respondents indicating an awareness of a toll change were
asked how their travel patterns have changed. Because of the small sample
size the numbers of respondents are presented, rather than percentages.
Results suggest that an increase in tolls is more likely to trigger a change in
travel patterns than is a decrease in toll charges.

Awareness of Toll Adjustments

Yes No

2009 -
Decrease

2007 - Increase 30%

i 70% ’
T i

|
|
2006 - Increase | 26%
|
&

|

|

I 95%
1

|

!

|

!

P

P 74% l

Resulting Changes in Travel Patterns

Number of Responses

2006 2007 2009

Sample Size 400 600 400
Use the 91 Express Lanes more often 7 4 6
Use the 91 Express Lanes less often 33 63 4
Leave earlier/later to avoid higher tolls 0 32 4
Travel at different times 43 32 3
Use different roads to avoid the 91 Express Lanes 10 40 1
Carpool more often 2 4 0
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Q30. How do you prefer to receive information about the 91 Express Lanes?

When asked how they prefer to receive information about the 91 Express
Lanes, half of respondents say they prefer traditional mail. A nearly equal
response is recorded for e-mail suggesting a significant shift in
respondents’ behaviors as compared to 2006 results. In addition, results

indicate a slight increase in respondents saying they prefer the website
as their communication method.

Preferred Communication Method

40
_',-(

—

-mal
| 52%
_' 44%

Mail Il 52%

1 53%
|

5%
Website i 24‘;
1
| 20%
Electroni i 1
ectronic message sign ' 5%

67%

l'i% m 2009
: I 3%
Road
oad signs Inl% 2007
1
1%
| m 2006
v |11‘%

: |
Cellphone i %°
1
L 1551
Radio i b]z,/f’

1t
Newspaper i 2%
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Q31. What other OCTA services have you used in the past?

Respondents were asked to list in their own words what other OCTA
services they have used in the past. Responses were later coded for data
entry. As in 2007, respondents are more likely to say they have not used
any other OCTA service. Results suggest a trend that 91 Express Lanes
customers are less likely to use the OCTA regular bus service.

Usage of Other OCTA Services

91%

m 2009

= 2006

31%

OCTAregular bus service
MetroLink weekday service
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Q32. There are plans to extend the 91 Express Lanes to the 1-15. Based on this, driving west
bound would you use the 91 Express Lanes?
Q33. Driving east bound would you use the 91 Express Lanes?

Respondents were advised of plans to extend the 91 Express Lanes to
the 1-15. Based on this information, respondents were asked how they
would use the extended 91 Express Lanes when traveling west bound,
and how they would use the extended 91 Express Lanes when traveling
east bound. As presented below, more than eight out of ten respondents
say they will use the extended lanes traveling west bound and east
bound.

Those who are aware of the extension plans were asked about their level
of support. Eight out of 10 respondents who are aware of the extension
plans indicate support for this plan. There are no differences in response
based on transponder account.

Usage of 91 Express Lanes Extension Plans to [-15

85%

0, i -
ﬁ & # Eastbound
i*i /

InOrange e 4 Westbound
Orange and Countvonl InRiverside T — -
Riverside yonly only Would not use ,
counties atall Unsure/Don't

know
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Q34. OCTA is planning a future direct connection between the 91 Express Lanes and the 241

Toll Road. How supportive are you of this future plan? Would you say you are very,
somewhat, neutral, not very, or not at all supportive?

In addition to plans to extend the 91 Express Lanes to the I1-15,
respondents were also asked about a proposed direct connection
between the 91 Express Lanes and the 241 Toll Road. In this case,
respondents were asked their level of support for this direct connection
with the 241 Toll Road. In 2007, a similar question was asked. However,
in 2007, respondents were asked about their support of an extension to
the 1-15. Results for both questions are presented below.

In 2009, approximately six out of ten respondents indicate some support
for the direct connection between the 91 Express Lanes and the 241 Toll
Road. In 2007, eight out of ten respondents indicated some support of the
extension to the I-15. This may suggest slightly less support for a direct

connection with the 241 Toll Road than an extension to the I-15 in
Riverside County.

Respondents indicating support of the direct connection with the 241 Toll
Road are more likely to say they will use the I-15 extension in both
Orange and Riverside counties traveling both east and west bound.

Support of Direct Connector

Very supportive Somewhat supportive Neutral

Not very supportive Not at all supportive

! |
2009- |
Direct L
connect to Il 50%
|
1

13%
241

2007 -
Extension
tol-15

45%

P 35% .
8% 8%

Ll\._,—.—.—
ey
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Q35. As | read several items associated with the 91 Express Lanes, please tell me how aware
you are of each. Please use a scale of 1 to 5 where 5 means you are extremely aware of
this item and 1 means you are not at all aware of this item:

Respondents were read a series of features and asked how aware they
are of each. As the following graph illustrates, most respondents are
aware of how to contact customer service. It is interesting to note that
respondents are more aware of lower toll charges than their monthly
spending on the 91 Express Lanes.

Awareness of 91 Express Lanes Features

Extremely 4 3 w2 M Not atall aware
1
How to contact customer service
l 62% 17% 1m
9lexpresslanes.com 51%

5 i
Lower toll charges before/after rush )
hours HiE 15% ‘_

My monthly spending on 91 Express
Lanes

Toll charges during non-rush hours

Violation policy

Toll charges during weekends

Balance on 91 Express Lanes account

Customer service center hours of
operation
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In order to measure awareness of 91 Express Lanes services and
charges, results from the above listed attributes are presented for 2007
and 2009. In 2009, respondents are less likely to be aware of their
monthly spending on the 91 Express Lanes and the balance on their 91
Express Lanes account as compared with 2007 results.

Awareness of 91 Express Lanes Features — By Year
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Q36. Within the next 12 months, do you plan to add another transponder to your existing
account?
Q37. Why is that? ASKED ONLY OF THOSE WITH PLANS TO ADD ANOTHER TRANSPONDER

The maijority of respondents say they do not have plans to add another
transponder. This response remains consistent with results from the 2007
Customer Satisfaction Survey.

Those indicating plans to add another transponder were asked why.
Because of the small sample size, number of responses is presented
rather than percentages. The majority indicates it is because they have
plans to add an adult family member to the OCTA account. In 2007, the
most common response was the addition of another car.

Intent to Add Another Transponder to the Account

Yes None
[ 95% f

92% f

Reasons for Adding Another Transponder to the Account

2007 2009
Sample Size 600 400
Another adult member of the family 15 8
Other 29 4
Another employee 19 4
Another car 21 2
A teen driver 7 0
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Respondent Characteristics

As the following table illustrates, 91 Express Lanes customers’ average
age is in their early fifties, slightly older than in 2007. This age has
remained somewhat consistent over time, with respondents’ average
ages in their mid-40s to mid-50s. Results also indicate that among 91
Express Lanes customers, annual household income and full-time
employment increased in 2009. In addition, in 2007 11% of respondents
reported having a graduate degree. In 2009 this response rate increases
to 19%. Ethnicity results indicate that 91 Express Lanes customers are
more likely to be Caucasian, and there may be a trend toward an
increase in Hispanic customers based on previous years’ results. Graphs
follow.

Respondents’ Characteristics

2005 2006 2007 2009
Average age 45 54 48 52
Percent male 55% 52% 62% 52%
Percent female 45% 48% 38% 48%
Average annual household income $77,325 $78,000 $95,200 $101,700
Percent with some college education 86% 82% 83% 90%
Percent employed full time 52% 43% 58% 64%
Ethnicity
--- Caucasian 78% 73% 70% 74%
--- Hispanic 9% 7% 13% 11%
--- African American 2% 5% 4% 4%
--- Asian 6% 4%
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Q38 Please stop me when | reach your age range.

18-24
25-34
35-44
45-48
49-54
55-64
65-70
71-74
75 and older

Refused

Q39. Areyou currently...

46%

2%

5%

4%

4%

1%

23%

16%
15%
Mean =52.3
19%
24%

12%

18%

L

5%
I

3%
—

Employed full-

time

Retired Self-employed = Homemaker

Employed part-
time

Unemployed
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Q40. Please stop me when | reach your highest level of education.

High school _ 9%
Some college 7 33%
College graduate _ 34%
Some graduate school 7 5%
Graduate school _ 19%

Q41. Stop me when | reach the range of your annual household income before taxes.

Mean = $101,700

15% ., 20%
2% 6% 5% 7% 7% 5% 8% 7% 8% 39 10%
— W wm W W ws W O . -_h__h-_h.;
X 2 9 0 o) >
‘QQ S H D c‘@ Y ) ©) 90) ‘q 6\0« &
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Q42. Could you please tell me your ethnic background?

Caucasian | 74%
Hispanic | 11%
African American | 4%
Asian American | 4%
Other | 3%
Refused | 4%

Q43. Respondent’s Gender (From observation)

Female
48%

Male
52%
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APPENDIX
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QUESTIONNAIRE
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Insights Worldwide Research

91 Express Lanes
CUSTOMER SATISFACTION RESEARCH
912
Questionnaire

TO THE RESPONDENT: Hi, my name is (FIRST AND LAST NAME) with
Insights Worldwide Research, Inc. (IWR). Today (tonight) we are conducting a
brief survey on the 91 Express Lanes. | can assure you that everything you say
will be held confidential. We are strictly a research company. Your opinions are
valuable and we would like to include them in our survey.

S1. Are you the individual most responsible for deciding whether or not to
travel on the 91 Express Lanes or other lanes requiring a FasTrak™

transponder?
YeS covviiiiiiiinn, 1GOTOQ1
NO oo, 2 ASK QS2

S2. ASK ONLY IF NO TO QS1. May | speak with that person? RECORD

USAGE OF THE TOLL ROADS

1a.  Which toll roads have you used at least 12 times within the last 12
months? DO NOT READ. RECORD ONE RESPONSE ONLY

91 EXPress Lanes .......oovoveeiiiiiiiiie e
241 toll road (Foothill/Eastern Transportation Corridor)....
73 toll road (San Joaquin Hills Transportation Corridor) ...
261 toll road (Foothill/Eastern Transportation Corridor) ....
133 toll road (Foothill/Eastern Transportation Corridor) ....
=D e
Others RECORD

MUST USE 91 EXPRESS LANES TO CONTINUE

NOoO OB WN —~
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And who is your account with? READ AND RECORD

OCTA e 1
T O A e 2
Other RECORD 3

ONE .o 1
TWO e 2
Thre€...cocvveeviiieiieeeieeenn, 3
Four .o, 4
Five ormore......cccceeenn... 5

How did you acquire the transponder you use when traveling on the 91
Express Lanes? DO NOT READ. RECORD:

At an OCTA customer service center...........cccoeevvnenn.... 1
At a 91 Express Lanes customer service center .......... 2
Requested through the internet and mailed to me........ 3
Called and requested, then mailed to me..................... 4
At COSEICO...eiiie e 5
At retail outlet other than Costco RECORD................... 6
O her e 7
Can'trecall ......ooeeiiiiiii e, 8
RefuSed......oove e 9

I pay formy own toll ... 1
My employer pays for it directly or by reimbursing me ........... 2
Another family member pays for my tolls ... 3
Other__ e ————— 4

What is the zip code where you are leaving from?

What is the zip code where you are traveling to?
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6. Approximately how many total one-way trips per week do you take on the
91 freeway including trips taken on the 91 Express Lanes toll road? DO
NOT READ. RECORD.

7. And approximately how many one-way trips per week do you take on just
the 91 Express Lanes toll road, not the 91 freeway? DO NOT READ.
RECORD BEST FIT.

Q6 Q7

N [o] o[ 1 1
Less than one trip a week 2 2
One or two trips aweek . 3 3
Three trips a week.......... 4 4
Four trips a week............ 5 5
Five trips a week ............ 6 6
Six trips a week .............. 7 7

8

More than six trips a week 8
QUOTAS TO BE ESTABLISHED ONCE DATA IS RECEIVED FROM OCTA

8. And of those trips on the 91 Express Lanes, how many are during rush
hour (5am-8am, 4pm-7pm)?

As a percent of your total travel on the 91 Freeway during these times, ...

9. What percent of the time do you use the 91 Express Lanes during non-
rush hour, excluding weekends? %

10.  What percent of the time do you use the 91 Express Lanes on
weekends? %

11.  How long have you been a 91 Express Lanes customer? DO NOT
READ. RECORD BEST FIT.

Lessthan 6 month..........ccccccceiiiiiiine, 1
6 monthsto1year.........ooovviiiiiiinnnnnn. 2
More than 1 but less than 3 years.......... 3
More than 3 but less than 6 years.......... 4
More than 6 but less than 8 years.......... 5

More than 8 but less than 10 years........ 6
More than 10 but less than 12 years....... 7
T2 YEArS ... 8
Refused/Don't KNnOW ..........covvveiiiieennnene. 9

© IWR Group, Inc.
Page 73



91 Express Lanes Customer Satisfaction Survey

12.  Thinking back to when you signed up for the 91 Express Lanes toll road,
what motivated you to sign up and use the 91 Express Lanes? DO NOT

READ MULTIPLE RESPONSES ALLOWED

Moved to the Riverside/Coronaarea ............c.cooevceviiiiiiieeeeeeeeeeeeeenn 1
Lived in Riverside/Corona area but got a job in Orange County .......... 2
Got tired of sitting in traffiC............oooo 3
I received it as a gift.......ccoooiiii s 4
| was tired of putting so much strain on my car............cccccvveeeiniiinnennnnns 5
My children's activities (school, sports etc) are in Orange County......... 6
Lived in Orange County but got a job in Riverside/Corona area............ 7
CONVENIENCE ...t e e e e e eneeee s 8
Use on other toll roads............ueiiiiiiiiee e 9
Safer than travelingonthe 91 ... 10
My company pPays fOr it..........ooo e 11
Received it when buying our home ..o, 12
Travel on the 91 for vacation/leisure trips.........cccooiiiiiiiiiiie e, 13
oter___ 14

13.  Within the last six months, would you say the number of times you travel
on the 91 Express Lanes toll road, not the 91 Freeway, has increased,

stayed the same, or decreased?

Increased ........ 1 ASK Q14
Stayed the same 2 GO TO Q15
Decreased....... 3 ASK Q14
14.  Why have your driving habits changed? PROBE AND CLARIFY.
15.  Using a scale of 1 to 7 where 7 means | strongly agree and 1 means |

strongly disagree, please tell me how much you agree or disagree with

the following statements. READ AND ROTATE

| expect the lanes to be free flowing at all times,

even if | have to pay highertolls............cccciiiiii i 7 6 4 3 2
Using the 91 Express Lanes gives me value for the money ...7 .. 6 4 3 2
| always check for the current toll on the Express Lanes price

signs before | decide to use the Express Lanes ..................... 7..6 4 3 2
| don’t need a pre-notice because | mostly rely on the

Express Lanes price signs to tell me about the price. ............. 7..6 4 3 2
| rarely look at or rely on the Express Lanes price signs......... 7..6 4 3 2
| mostly rely on the 91 Express Lane’s website to find out

about any price Changes..........coouuiiiiiiiiiii e, 7..6 4 3 2
| would travel a little earlier or a little later to avoid the

heaviest rush hour if the toll was lower during these hours.....7 .. 6 4 3 2
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16.  In your opinion, what is the best thing about traveling on the 91 Express

Lanes toll road? Anything else? DO NOT READ. RECORD. MULTIPLE
RESPONSES ALLOWED.
Less/No traffic ................ 1 Less wear & tear on car .6
Saves time .........ceevveeee. 2 More safe/safety............. 7
Able to travel faster ........ 3 UNsure .......oceevvveeiinneennn. 8
Convenient/Easy............. 4 Other ... 9
Less stress/relaxing ....... 5

17.  About how much time do you think you save per one-way trip during rush
hour when you travel on the 91 Express Lanes in the morning?
minutes

18.  About how much time do you think you save per one-way trip during rush
hour when you travel on the 91 Express Lanes in the afternoon?
minutes

19.  In your opinion, what has been your greatest concern or complaint about
the road or the service you receive from the 91 Express Lanes? Anything
else? DO NOT READ. RECORD. MULTIPLE RESPONSES

ALLOWED.

Rates increase too often................. 1 Billing complaints......................... 10
TOO EXPENSIVE ......ccevvveeeeeeieeeeeen, 2 People cutting into the lanes........ 11
91 Express Lanes still congested ...3 Poor customer service ................. 12
1 Express Lanes too short.............. 4 Transponder doesn’t always work....13
Minimum monthly toll fees .............. 5 Speeding by other drivers............. 14
Hard to reach someone at

customer service center ................. 6 No complaints.........ccceeviiieienn.n. 15
Bottleneck at SR55/SR91 interchange 7 Other.........ccccoeevviiiiiiiiiiieeeeeinnnn. 16
3+ carpools should travel free all the time... .......ccooviiiiiiiiiii e, 8
No information about rates/charges... .......cccoiiiiiiiiiic e, 9

20. How would you rate the overall safety of the 91 Express Lanes toll road?
Would you say it is very safe, safe, somewhat safe, somewhat unsafe,
unsafe, very unsafe or extremely unsafe? RECORD RESPONSE.

Very safe ......ccccvvveeee. 7 SKIP Q21
Safe...cciiieiii 6 SKIP Q21
Somewhat safe............ 5 SKIP Q21
Somewhat unsafe........ 4 GO TO Q21
Unsafe......cccoeeeeeveennnnn.. 3GOTO Q21
Very unsafe ................. 2GOTO Q21
Extremely unsafe......... 1GOTO Q21
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21.  Why do you feel this way?

22.  Overall, how would you rate your satisfaction with your experience in
using the 91 Express Lanes toll road? Please use a scale of 1 to 7 where
seven means you are extremely satisfied and one means you are
extremely dissatisfied. RECORD RESPONSES.

Extremely Satisfied Extremely Dissatisfied DK
7 6 5 4 3 2 1 0
23. Can you please tell me the primary reason you rated your experience that
way?
24. | am going to read several attributes that might be important to those who

use the 91 Express Lanes toll road. As | read each statement, please tell
me how important each one is to you personally. Please use a scale of
one to seven where seven means it is extremely important to you
personally and one means it is totally unimportant to you. READ AND

ROTATE.
Extremely Totally
Important Unimportant DK
It is a fast safe reliable commute every time ................. 7 65 43 210
I’'m always treated professionally .................coooviiiiiinnnnnnn. 76 54 3 210
My concerns are responded to in a timely manner ......... 76 543 210
The 91 Express Lanes constantly pursues new
and better ways to serve their customers ....................... 76 543 210
OCTA is financially responsible when managing the
91 EXPress Lanes .......coovvieiiiiiiiiceee e 76 543 210
OCTA should use excess toll revenues to make
improvements on the 91 freeway corridor....................... 76 543 210

OCTA should use excess toll revenues to repay debt as
early as possible and make the 91 Express lanesfree...7 6 5 4 3 2 1 0
It is easy to get a hold of customer service when I needto....7 6 5 3 2 0
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25. Now | am going to read this same list of attributes and this time please tell

me how you feel the 91 Express Lanes toll road performs on each of
these attributes. Please use a scale of 1 to 7 were seven means their
performance is outstanding and one means their performance is
unacceptable. READ AND ROTATE.

It is a fast, safe, reliable commute every time ................ 7 65 4 3 2 1
I’'m always treated professionally .............ccccooevviiiiiinnnnnnn. 76 54 3 2 1
My concerns are responded to in a timely manner ......... 76 54 3 2 1
The 91 Express Lanes constantly pursues new

and better ways to serve their customers ....................... 76 54 3 2 1
OCTA is financially responsible when managing the

91 EXPress Lanes .......coooeieeiiiiieiceeee e 76 5 4 3 2 1
OCTA should use excess toll revenues to make

improvements on the 91 freeway corridor....................... 76 54 3 2 1
It is easy to get a hold of customer service whenlneedto....7 6 5 4 3 2 1

[N Ne]

0
0

26. As | read a list of potential new and expanded features for the 91 Express
Lanes, please tell me if you are extremely(4), very(3), somewhat(2), or not

likely(1) to utilize this feature.

Partners offering discounts and specials ..........ccccccceeeeiiiieiiiinnnn, 4 3 210
E-statements (ON-liN€)........oooviiiiiiiiiiiie 4 3 210
Real time traffic coverage .........ccoovvvviiiiiii 4 3 210
Weekend only transponder with lower monthly fee...................... 4 3 210
Lower monthly fee on 4™, or more transponders ..............c.......... 4 3 210
Frequent driver program providing points that can be used

to redeem for PrizesS.......ccooeeeiiiiiiiiiiie e 4 3 210

27.  Approximately how much do you spend per month on toll charges to use
the 91 Express Lanes? DO NOT READ. RECORD BEST FIT

N VPR SRPRR 1

Unsure/Don't KNOW ......couvveveeeeean. 2

28.  As you may be aware, within the last 12 months there has been a
decrease in tolls for the 91 Express Lanes. Have your travel patterns
changed because of the toll decrease?

YOS oo 1 ASK Q 29
NO e, 2 SKIP Q 29
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30.

31.

32.

91 Express Lanes Customer Satisfaction Survey

How have they changed? RECORD BEST FIT. DO NOT READ

Travel at different times........cooonvieeeee e,

Leave earlier/later to avoid higher tolls
Use the 91 Express Lanes less often
Use the 91 Express Lanes more often

Carpool more often ........ccocoveeiiiiiiiiiieeeeeee e,
Use different roads to avoid the 91 Express Lanes .....

Other

How do you prefer to receive information about the 91 Express Lanes?

DO NOT READ. MULTIPLE RESPONSES ALLOWED

Mail ..oooeeeeeeee 1 1 oo [P 9
E-mail................. 2 TV e 10
Website .........cccccuiiinnnnnne 3 Road signs...................... 11
Electronic message sign 4 Text message (SMS) ..... 12
Newspaper........ccccccen.... 5 Unsure/Don’t know......... 13
Radio.....ccccovvvvviiiiiinnn. 6 None ..., 14
Cell phone...................... 7 Other ... 15
PDA (Palm pilot)............. 8

What other OCTA services have you used in the past? DO NOT READ.

RECORD BEST FIT

OCTA’s OC Express service

OCTA regular bus service....
Metrolink weekday service ...
Metrolink Weekends.............

Other

There are plans to extend the 91 Express Lanes to the I-15. Based on
this, driving west bound would you use the 91 Express Lanes... READ
AND RECORD ONE RESPONSE

In both Orange and Riverside counties..............

In Orange County only
In Riverside County only

Would not use at all
Unsure/Don't know
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33.

34.

35.

36.

37.

Express Lanes Customer Satisfaction Survey

Driving east bound would you use the 91 Express Lanes... READ AND
RECORD ONE RESPONSE
In both Orange and Riverside counties.............. 1
In Orange County only .........c.ovveiiiiiiiiiiieeeinnn, 2
In Riverside County only ..., 3
Would notuse atall ..., 4
Unsure/Don't KNOW .........ccovvveviiiiiiiiiiiiiiiiiieeeee 5
OCTA is planning a future direct connection between the 91 Express
Lanes and the 241 toll road. How supportive are you of this future plan?
Would you say you are very, somewhat, neutral, not very, or not at all
supportive. RECORD
Very supportive.........eeeeeeeeeeeeeiiccieee e 5
Somewhat supportive ..........ccoooviiiiiiiieeenn.n. 4
Neutral.......cccooeiiiiiii e, 3
Not very supportive...........ccccceeeeeeveiiieeeeeen, 2
Not at all supportive............ceiieeiiiiiiiiens 1
As | read several items associated with the 91 Express Lanes, please tell
me how aware you are of each it