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• 2011 surveys provide the first year-to-year 
comparisons against baselines established in 2010 
using the unified rating scale for all agencies 

 

• The 2011 surveys were conducted after a year that 
included: 
– A fare increase, service cuts, and two severe snow storms that 

disrupted service throughout the region 

– Greater effort to communicate improvements to customers 

OVERALL CONTEXT 

Very Dissatisfied Dissatisfied Satisfied Very Satisfied 

1 2 3 4 5 6 7 8 9 10 
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METRO-NORTH EAST OF HUDSON 
SURVEY RESULTS 
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METRO-NORTH CONTEXT 

• Overall customer satisfaction with Metro-North remained strong in 2011, 
particularly among Hudson and Harlem Line customers. 

• Customers on these two lines continued to record very high levels of 
satisfaction with the railroad’s overall performance. 

 This is in response to the continued delivery of the highly reliable service they 
have come to expect.   

 Close to half rated themselves as being very satisfied with Metro-North overall in 
2011. 

• There was a significant decrease among New Haven Line customers, which 
caused an overall decline in customer satisfaction.   

 Their service was negatively impacted by equipment shortages caused by the 
effect of the severe winter weather on the aging fleet. 

 These shortages resulted in overcrowded trains, delays and a consolidated New 
Haven Line schedule operated during the month of February 2011. 

10/24/2011 



5 

OVERALL CUSTOMER SATISFACTION 
EAST OF HUDSON 

 

• Overall customer satisfaction decreased statistically to 89% in 2011 vs. 93% in 2010. 

• Overall decrease driven by seven-point decline on New Haven Line. For Metro-North, the 
Hudson and Harlem Lines continued to record very high levels of satisfaction. 

• Similar decreases in satisfaction with Train Service and On-Time Performance were also driven 
by decreases on New Haven Line.   

56% 56% 56% 54% 48% 48% 

37% 33% 36% 34% 43% 41% 

Satisfied Very Satisfied

93% 89% 92% 88% 91% 88% 

2010 2010 2010 2011 2011 2011 

Overall Service Train Service Overall On-Time Performance 

Very satisfied + satisfied percentages may not equal Total Satisfied percentage due to rounding. 

Highlighted numbers indicate statistical increase (green) or statistical decrease (red) compared to prior year . 
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CUSTOMER SATISFACTION WITH 
TRAIN SERVICE BY LINE 

EAST OF HUDSON 

50% 49% 49% 50% 
63% 63% 

41% 42% 44% 43% 
56% 55% 

46% 45% 48% 46% 25% 18% 55% 54% 53% 53% 29% 24% 

Satisfied Very Satisfied

Overall Service On-Time Performance 

Hudson Harlem New Haven Hudson Harlem New Haven 

2010 2010 2010 2010 2010 2010 2011 2011 2011 2011 2011 2011 

96% 94% 97% 96% 
88% 81% 

96% 96% 97% 96% 
85% 

78% 

• This chart shows that for Overall Service and On-Time Service, customer 
satisfaction with the Hudson and Harlem Lines stayed about the same in 
2010 and 2011, while the New Haven Line decreased statistically. 

Very satisfied + satisfied percentages may not equal Total Satisfied percentage due to rounding. 

Highlighted numbers indicate statistical increase (green) or statistical decrease (red) compared to prior year . 
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CUSTOMER SATISFACTION WITH 
TRAIN SERVICE BY LINE 

EAST OF HUDSON 

51% 51% 52% 49% 
61% 61% 53% 47% 55% 55% 48% 50% 

44% 44% 45% 46% 25% 19% 
23% 

22% 
24% 21% 

21% 16% 

Satisfied Very Satisfied

Train Service Overall Value for the Money Using Metro-North 

2010 2010 2010 2010 2010 2010 2011 2011 2011 2011 2011 2011 

95% 95% 97% 95% 
86% 80% 76% 70% 

79% 75% 69% 65% 

Hudson Harlem New Haven Hudson Harlem New Haven 

• For Train Service Overall, satisfaction with the Hudson and Harlem Lines remained 
in the mid-90s in 2011.   

• For Metro-North as a whole, Value for the Money decreased to 70% in 2011 from 
74% in 2010. Satisfaction with Value for the Money decreased statistically following 
the fare increase in December 2010. 

Very satisfied + satisfied percentages may not equal Total Satisfied percentage due to rounding. 

Highlighted numbers indicate statistical increase (green) or statistical decrease (red) compared to prior year . 



• Satisfaction ratings decreased primarily among peak period customers. 

• Weekend customers continue to give Metro-North very high ratings. 

• Satisfaction decreased statistically among weekday off-peak and reverse peak 
customers. 
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OVERALL CUSTOMER SATISFACTION 
EAST OF HUDSON 

Weekday Off-
Peak 

A.M.  
Peak 

Reverse  
Peak 

 
Weekend 

57% 57% 
65% 58% 54% 54% 52% 55% 

35% 29% 
28% 

26% 
41% 38% 43% 40% 

Satisfied Very satisfied

92% 
86% 

93% 
84% 

95% 92% 95% 94% 

2010 2011 2010 2011 2010 2011 2010 2011 

Very satisfied + satisfied percentages may not equal Total Satisfied percentage due to rounding. 

Highlighted numbers indicate statistical increase (green) or statistical decrease (red) compared to prior year . 
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RATINGS OF  
OTHER MAJOR SERVICE CATEGORIES 

53% 51% 46% 45% 
57% 57% 

43% 46% 

35% 38% 48% 49% 31% 29% 54% 52% 

Satisfied Very Satisfied

88% 89% 
94% 95% 

88% 86% 
97% 97% 

2010 2011 2010 2011 2010 2011 2010 2011 

Overall Courtesy 
and Responsiveness 

of Employees 

Home  
Boarding 

Station Overall 

 
Overall train 

Schedules 

 
 

GCT Overall 

• Customer satisfaction with other major service categories remained 
steady at high levels in 2011. 

Very satisfied + satisfied percentages may not equal Total Satisfied percentage due to rounding. 

Highlighted numbers indicate statistical increase (green) or statistical decrease (red) compared to prior year . 
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CUSTOMER  
INFORMATION & COMMUNICATIONS 

Very satisfied + satisfied percentages may not equal Total Satisfied percentage due to rounding. 
Highlighted numbers indicate statistical increase (green) or statistical decrease (red) compared to prior year . 

68% 64% 65% 
53% 

61% 

23% 24% 26% 

18% 

24% 

Satisfied Very Satisfied

91% 88% 

71% 

84% 

2010 2011 2011 2011 2011 

Overall Information 
& 

 Communications 

Normal  
Service 
(New) 

Planned Service 
Disruptions 

(New) 

Unplanned 
Service Delays 

(New) 

91% 

• Customer satisfaction with Overall Information and Communications decreased 
slightly in 2011.   

• A comprehensive plan to upgrade the delivery of information during unplanned 
delays is underway. 
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ON-BOARD CONDITIONS 

56% 54% 
45% 42% 46% 42% 

50% 50% 

20% 21% 

11% 13% 
12% 

13% 

23% 22% 

Satisfied Very Satisfied

2010 2011 2010 2010 2010 2010 2011 2011 

76% 75% 

56% 55% 58% 55% 

73% 72% 

Cleanliness of  
Train Interior 

Cleanliness of  
Restrooms 

Physical Condition 
of Restrooms 

Availability of 
Seats 

• Customer satisfaction with on-board conditions held steady in 2011.  

Very satisfied + satisfied percentages may not equal Total Satisfied percentage due to rounding. 

Highlighted numbers indicate statistical increase (green) or statistical decrease (red) compared to prior year . 
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WEST OF HUDSON 
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OVERALL CUSTOMER SATISFACTION 
OVERALL SERVICE BY LINE 

WEST OF HUDSON 

• Customer satisfaction with West of Hudson was almost identical to 2010. 

66% 67% 67% 67% 65% 66% 

20% 19% 17% 16% 
28% 26% 

Satisfied Very Satisfied

84% 84% 
93% 92% 

2010 2011 2010 2011 2010 2011 

86% 

West of Hudson Overall Port Jervis Pascack Valley 

86% 

Very satisfied + satisfied percentages may not equal Total Satisfied percentage due to rounding. 

Highlighted numbers indicate statistical increase (green) or statistical decrease (red) compared to prior year . 
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CUSTOMER SATISFACTION  
WITH TRAIN SERVICE BY LINE 

WEST OF HUDSON 

• Customer satisfaction with train service overall increased in 2011 for both West 
of Hudson Lines. 

• On-Time Performance increased on the Pascack Valley Line and stayed about 
the same on the Port Jervis Line. 

65% 66% 61% 66% 
59% 59% 

51% 52% 

16% 17% 26% 
28% 

22% 21% 39% 43% 

Satisfied Very Satisfied

2010 2011 2010 2011 2010 2011 2010 2011 

81% 84% 87% 94% 
81% 80% 

90% 95% 

Train Service Overall On-Time Performance 

Port Jervis Pascack Valley Port Jervis Pascack Valley 

Very satisfied + satisfied percentages may not equal Total Satisfied percentage due to rounding. 

Highlighted numbers indicate statistical increase (green) or statistical decrease (red) compared to prior year . 
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RATINGS OF 
OTHER MAJOR SERVICE CATEGORIES 

WEST OF HUDSON 
Boarding 
Station  
Overall 

Courtesy & 
Responsiveness 

of Employees 

Overall 
Train 

Schedules 

 
Overall 

Communications 

 
Hoboken 
Terminal 

 
Secaucus 
Junction 

59% 59% 
49% 50% 45% 49% 

63% 65% 66% 
58% 52% 49% 

30% 31% 
41% 41% 

14% 13% 

13% 15% 20% 
21% 40% 43% 

         Satisfied          Very Satisfied

89% 90% 90% 91% 

59% 62% 
76% 80% 

86% 
79% 

92% 92% 

2010 2011 2010 2010 2010 2010 2010 2011 2011 2011 2011 2011 

• West of Hudson customers are highly satisfied with their home boarding station, 
courtesy and responsiveness of employees, and Secaucus Junction. 

• WOH customers are far less satisfied with train schedules. 

Very satisfied + satisfied percentages may not equal Total Satisfied percentage due to rounding. 

Highlighted numbers indicate statistical increase (green) or statistical decrease (red) compared to prior year . 
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APPENDIX 

2011 East of Hudson Survey 

• Methodology 

• Questionnaire 

• Full set of service attribute ratings 

2011 West of Hudson Survey 

• Methodology 

• Questionnaire 

• Full set of service attribute ratings 
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METHODOLOGY 
EAST OF HUDSON 

• The MNR survey used an onboard distribution methodology among a sample of trains 

• A total of 5,508 East of Hudson surveys were completed and tabulated, as follows: 

• The sample selection allowed for maximized representation of lines while keeping data 
collection as cost efficient as possible.  Survey data were first weighted to actual ridership 
levels within line segments by time period. Weighting survey data helps ensure 
representativeness of results.  The margin of error is <±1% at the 95% level of statistical 
confidence for a total satisfaction rating of 89%.  At a 50% total satisfaction level, the margin of 
error is ±2%.  

  East of Hudson Survey 

Total AM Peak Off-Peak Reverse Peak  

Completed surveys 5,508 2,063 2,945 500 

Survey dates June 8-12 June 8-12 June 8-12 June 8-12 

Trains sampled 80 24 46 10 
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QUESTIONNAIRE  
EAST OF HUDSON 
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EAST OF HUDSON 
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EAST OF HUDSON 
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EAST OF HUDSON 
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EAST OF HUDSON 
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EAST OF HUDSON PEAK & OFF-PEAK 

  

Overall rating of 

Metro-North 

Boarding station 

overall  
On-time 

performance 
MNR train service 

overall 

Overall courtesy 
and responsiveness 

of employees 
Overall train 

schedules 
2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 

Satisfied 56% 56% 53% 51% 48% 48% 56% 54% 47% 45% 56% 57% 
Very Satisfied 37% 33% 35% 38% 43% 41% 36% 34% 48% 49% 31% 29% 
Total Satisfied 93% 89% 88% 89% 91% 88% 92% 88% 94% 95% 88% 86% 

  

Overall 
communication 

Communication 
during normal 
service conditions 

Communication 
during unplanned 
service conditions 

Communication 

during planned 

service disruptions 

Grand Central 

Terminal overall 

2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 

Satisfied 67% 64% NA 65% NA 53% NA 61% 43% 46% 
Very Satisfied 24% 24% NA 26% NA 18% NA 24% 54% 52% 
Total Satisfied 91% 88% NA 91% NA 71% NA 84% 97% 97% 



EAST OF HUDSON PEAK & OFF-PEAK 

  
Directional signage 

to the station Personal security 

Cleanliness inside 
station (excluding 

restrooms) 
Maintenance of 

station 

Sound quality of 
audio  

announcements 
Availability of ticket 
vending machines 

Availability of 
parking on 
weekdays 

Security of your car 
parked at the 

station 

2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 

Satisfied 53% 50%↓ 51% 48% 52% 52% 55% 54% 50% 51% NA 46% 39% 35%↓ 51% 50% 

Very Satisfied 35% 38% 36% 39%↑ 31% 33% 29% 31% 25% 24% NA 41% 26% 28% 36% 37% 

Total Satisfied 88% 87% 87% 87% 83% 84% 84% 85% 75% 74% NA 87% 65% 62% 87% 86% 

  

Cleanliness of the 
platforms and 

outdoor shelters 

Cleanliness of the 
track area around 

the station 
Availability of seats 

on trains 
Temperature of the 

train Personal security 
Cleanliness of the 

rest rooms 
Physical condition 
of the rest rooms 

Cleanliness of the 
train’s interior 
(excluding rest 

rooms) 
Value for money 
using the railroad 

2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 

Satisfied 56% 56% 55% 55% 50% 50% 55% 53%↓ 52% 50% 45% 42% 46% 42%↓ 56% 54% 51% 51% 

Very Satisfied 29% 31% 25% 26% 23% 22% 26% 29%↓ 42% 44% 11% 13% 12% 13% 20% 21% 23% 19%↓ 

Total Satisfied 85% 86% 81% 81% 73% 72% 81% 81% 94% 94% 56% 55% 58% 55% 76% 75% 74% 70%↓ 

  Sound quality of audio 
announcements Conductors Ticket sellers 

Customer service 
representatives 
(ushers in GCT) 

Information booth and 
station master’s office 

personnel at GCT 

The weekday AM and PM 
peak schedule to or from 

your schedule  

The weekday off-
peak schedule to 

and from your 
station including 

late-night 

The weekend schedule 
to and from your 

station 

2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 

Satisfied 54% 55% 42% 42% 51% 49% 50% 50% 50% 48% 53% 53% 56% 54% 56% 55% 

Very Satisfied 24% 23% 53% 54% 40% 41% 42% 42% 41% 44% 34% 33% 25% 26% 24% 25% 

Total Satisfied 78% 77% 95% 96% 91% 90% 92% 92% 91% 92% 87% 86% 81% 80% 80% 79% 

EAST OF HUDSON PEAK & OFF-PEAK (communication during normal service conditions) 

  
At your home boarding 

station On board our trains At GCT 
On our website 

(www.mta. info) 

With the automated 
phone system for 

schedules, fares, etc. 

With travel information 
phone center  

representatives 

2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 

Satisfied 63% 58%↓ 62% 60%↓ 62% 58%↓ 54% 53% 56% 55% 58% 57% 

Very Satisfied 24% 25% 28% 29% 31% 31% 38% 38% 31% 32% 33% 29% 

Total Satisfied 87% 82%↓ 90% 89%↓ 93% 89%↓ 92% 91% 87% 86% 91% 87%↓ 

24 



25 

EAST OF HUDSON PEAK & OFF-PEAK (communication during unplanned service disruptions) 

  

At your home 
boarding station On board our trains At GCT 

On our website 
(www.mta. info) 

Through the “Service 
Status” box on our 

website 
Through E-mail alerts 

(If you subscribe) 

With the automated 
phone system for 

schedules, fares, etc. 

With travel 
information phone 

center  
representatives 

2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 

Satisfied 58% 52%↓ 58% 55% 60% 56%↓ 54% 54% NA 55% 50% 50% 55% 55% 56% 55% 

Very Satisfied 18% 15%↓ 23% 20%↓ 23% 20%↓ 28% 26% NA 27% 33% 32% 27% 26% 31% 25%↓ 

Total Satisfied 76% 67%↓ 81% 75%↓ 83% 76%↓ 82% 80%↓ NA 81% 83% 82% 82% 80% 87% 80%↓ 

  

Signs providing 
direction to/from 

connecting buses or 
subways 

Sound quality of audio 
announcements 

Cleanliness of rest 
rooms 

Physical condition of 
rest rooms 

2010 2011 2010 2011 2010 2011 2010 2011 

Satisfied 55% 51%↓ 55% 55% 55% 54% 55% 55% 

Very Satisfied 37% 39% 34% 30%↓ 21% 11%↓ 22% 13%↓ 

Total Satisfied 92% 90% 89% 85%↓ 76% 65%↓ 77% 68%↓ 

  

The station master’s office 
including customer waiting 

area 
Cleanliness of GCT 

(excluding rest rooms) Personal security Presence of MTA police 
Availability of ticket vending 

machines 

2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 

Satisfied 51% 55%↑ 57% 51%↓ 52% 50% 48% 46% NA 47% 

Very Satisfied 43% 39%↓ 37% 44%↑ 43% 45% 45% 48%↑ NA 46% 

Total Satisfied 94% 94% 94% 94% 95% 95% 93% 94% NA 93% 
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• All surveys distributed by an outside firm 

• Port Jervis: Surveys distributed on three of six AM peak trains by an outside firm 

• Pascack Valley:  Surveys distributed on platforms at all three stations throughout the AM 
peak period, two off-peak weekdays and two weekend days 

• A total of 851 completed questionnaires were returned and tabulated by an outside firm 

• All returns weighted by ridership/line segment and time period – based on MNR ridership 
statistics. Weighting survey data helps ensure representativeness of results.  The margin of 
error is ±4%. 

 

 

 

METHODOLOGY  
WEST OF HUDSON  
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QUESTIONNAIRE  
WEST OF HUDSON 
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WEST OF HUDSON 
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WEST OF HUDSON 
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WEST OF HUDSON 
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SERVICE ATTRIBUTE RATINGS  
WEST OF HUDSON 

Very satisfied + satisfied percentages may not equal Total Satisfied percentage due to rounding. 

  Overall rating of 
Metro-North 

Boarding station 
overall On-time performance 

MNR train service 
overall 

Overall courtesy and 
responsiveness of 

employees 
Overall train 

schedules 

2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 

Satisfied 66% 67% 59% 59% 57% 57% 64% 66% 48% 50% 45% 49% 

Very Satisfied 20% 19% 30% 31% 26% 27% 19% 20% 41% 41% 14% 13% 

Total Satisfied 86% 86% 89% 90% 84% 84% 83% 87%↑ 90% 91% 59% 62% 

  
Overall 

Communication 

Communication 
during normal service 

conditions 

Communication 
during unplanned 
service disruptions 

Hoboken Terminal 
Overall 

Secaucus Junction 
Overall 

  2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 

Satisfied 63% 65% NA 69% NA 44% 66% 58%↓ 52% 49% 

Very Satisfied 13% 15% NA 17% NA 11% 20% 21% 40% 43% 

Total Satisfied 76% 80%↑ NA 86% NA 55% 86% 79%↓ 92% 92% 
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SERVICE ATTRIBUTE RATINGS  
WEST OF HUDSON 

  
Directional 

signage to the 
station 

Personal 
security 

Cleanliness 
inside station 

(excluding 
restrooms) 

Maintenance 
of station 

Sound quality of 
audio 

announcements 

Availability of 
parking on 
weekdays 

Security of your 
car parked at the 

station 

Cleanliness of 
the platforms 
and outdoor 

shelters 

2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 

Satisfied 58% 56% 52% 52% 53% 51% 60% 56% 46% 44% 45% 41% 51% 51% 60% 57% 

Very Satisfied 28% 31% 25% 29% 27% 32% 24% 27% 14% 14% 46% 51% 29% 34% 25% 29% 

Total Satisfied 86% 87% 77% 81%↑ 80% 82% 84% 83% 60% 58% 91% 91% 80% 85%↑ 85% 85% 

  

Cleanliness of 
the track around 

the station 
Availability of 
seats on trains 

Temperature of 
the train Personal security 

Cleanliness of the 
rest rooms 

2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 

Satisfied 60% 58% 50% 55% 55% 53% 57% 58% 50% 47% 

Very Satisfied 22% 27%á 30% 29% 24% 21% 36% 36% 12% 12% 

Total Satisfied 82% 85% 80% 84%↑ 79% 74%↓ 93% 94% 62% 59% 

  

Physical condition 
of the rest rooms 

Cleanliness of the 
train’s interior 

(excluding rest rooms) 
Value for money 
using the railroad 

2010 2011 2010 2011 2010 2011 

Satisfied 51% 49% 61% 59% 48% 47% 

Very Satisfied 14% 12% 22% 25% 16% 17% 

Total Satisfied 65% 61% 83% 83% 64% 63% 

Very satisfied + satisfied percentages may not equal Total Satisfied percentage due to rounding. 
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SERVICE ATTRIBUTE RATINGS  
WEST OF HUDSON 

  

Sound quality of 

audio announce-

ments Conductors Ticket sellers 

The weekday AM 
and PM peak 

schedule to or 
from your 
schedule 

The weekday off-
peak schedule to 

and from your 
station including 

late-night 

The weekend 
schedule to and 

from your 
station 

2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 

Satisfied 53% 48% 43% 46% 49% 52% 48% 50% 38% 38% 40% 43% 

Very Satisfied 15% 15% 48% 46% 37% 38% 16% 17% 11% 10% 12% 11% 

Total Satisfied 68% 63% 91% 92% 86% 90% 64% 67% 49% 48% 52% 54% 

WEST OF HUDSON (communication during normal service conditions) 

  

At your home 

boarding 

station 

On board our 

trains 
At Hoboken 

Terminal 
At Secaucus 

Junction 

At Penn 
Station New 

York 

On the website 

(www.mta. 

info) 
On the NJ 

transit website 
2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 

Satisfied 56% 56% 63% 61% 62% 62% 58% 56% NA 51% 61% 58% 61% 56% 

Very Satisfied 14% 14% 20% 20% 22% 21% 26% 27% NA 22% 24% 25% 24% 27% 

Total Satisfied 70% 70% 83% 81% 84% 83% 84% 83% NA 73% 85% 83% 85% 83% 

WEST OF HUDSON (communication during normal service conditions) 

  

With Metro-North’s 
automated phone 

system 

With Metro-North’s 
travel information 

phone center 
representatives 

With NJ transit’s 
automated phone 

system 

With NJ transit’s travel 
information phone 

center representatives 
2010 2011 2010 2011 2010 2011 2010 2011 

Satisfied 52% 57% 53% 54% 50% 55% 51% 54% 

Very Satisfied 21% 20% 20% 23% 20% 19% 22% 20% 

Total Satisfied 73% 77% 73% 77% 70% 73% 73% 74% 

Very satisfied + satisfied percentages may not equal Total Satisfied percentage due to rounding. 
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SERVICE ATTRIBUTE RATINGS  
WEST OF HUDSON 

WEST OF HUDSON (communication during unplanned service disruption) 

At your home 
boarding station On board our trains At Hoboken Terminal At Secaucus Junction 

At Penn Station New 
York 

On the website 
(www.mta. info) 

With Metro-North’s 
automated phone 

system 

  2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 2010 2011 

Satisfied 43% 39% 56% 50% 54% 51% 56% 48%↓ NA 44% 54% 51% 50% 51% 

Very Satisfied 11% 11% 16% 16% 17% 15% 20% 23% NA 20% 19% 15% 16% 14% 

Total Satisfied 54% 50% 72% 67%↓ 71% 66% 76% 71% NA 64% 73% 66%↓ 66% 65% 

WEST OF HUDSON (communication during unplanned service disruption) 

  

With Metro-North’s 
travel information 

phone center 
representatives 

On the NJ transit 
website 

With NJ transit’s 
automated phone 

system 

With NJ transit’s travel 
information phone 

center representatives 

2010 2011 2010 2011 2010 2011 2010 2011 

Satisfied 52% 48% 52% 55% 50% 49% 48% 47% 

Very Satisfied 18% 16% 22% 17% 18% 14% 19% 17% 

Total Satisfied 70% 64% 74% 72% 68% 63% 67% 64% 

  

Cleanliness of 
Hoboken Terminal 

(excluding rest rooms) 
Personal security at 
Hoboken Terminal Cleanliness of the rest rooms 

Physical condition of the rest 
rooms 

Personal security at 
Secaucus Junction 

2010 2011 2010 2011 2010 2011* 2011 2010 2011* 2011 2010 2011 

Satisfied 66% 56%↓ 60% 59% 55% 54% 54% 55% 52% 48%↓ NA 51% 

Very Satisfied 21% 21% 29% 28% 18% 12% 12%↓ 18% 12% 18% NA 45% 

Total Satisfied 87% 77%↓ 89% 87% 73% 66% 67%↓ 73% 64% 66%↓ NA 95% 

 *2011 Base=Those who have used a restroom in GCT and answering 


