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February 2001

A Letter from the FHWA Executive Director

In May 2000, the Federal Highway Administration (FHWA) presented its Annual
Report Connecting America: 1999 Report to the Nation. It showed the changing
emphasis in the United States from the construction of new highways to the
preservation and operation of existing ones. The FHWA’s mission is to continuously
improve the quality of our nation’s highway system and its intermodal connections.
The Annual Report also highlighted the many improvements in the nation’s high-
ways, which have resulted from the coordinated efforts of the FHWA,; state, local,
and tribal governments; other Federal agencies; the transportation industry; and
academia. Many of the improvements could not have been made without the
support of the American public.

Recognizing the importance of public support, the FHWA has now embarked

on an equally important endeavor: to measure public satisfaction with the nation’s
highways and with community transportation systems. These public opinion surveys
provide greater insight into the issues and concerns of the traveling public and help
the FHWA understand opportunities for improvement.

The survey results are encouraging: 65 percent of those surveyed are satisfied with
the major highways they travel most often, up 15 percentage points since 1995.
There has also been a smaller increase of 6 percentage points in dissatisfaction since
1995. Heavier traffic flows and delays while driving through work zones appear to
contribute to this increase in dissatisfaction.

The findings in this report—Moving Ahead: The American Public Speaks on Roadways
and Transportation in Communities—reaffirm the importance of managing work
zones, using advanced technologies to improve operations, and enhancing com-
munity-oriented transportation projects. These complex challenges, coupled with
building and repairing roads, present a new perspective on the public’s satisfaction
with the nation’s highways and offer opportunities for transportation providers to
create and maintain the best transportation system in the world.

Q€ G

Anthony R. Kane
Executive Director
Federal Highway Administration
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Objectives of
the Study

During the past several years, there has been a growing commitment within the
highway community to build a better understanding of transportation system
performance from the perspective of the user. The major findings of this survey
include information on public opinion about characteristics of the transportation
system and measures of customer satisfaction. The FHWA conducted this study to:

~ Provide national measures of public satisfaction with the nation’s highways,
community transportation systems and options, and access to and travel on
Federal lands.

~ Describe travel patterns.

~~ Understand how community transportation systems affect where people
live and work and, thus, indirectly affect community development.

~ Identify the public’s priorities and preferred approaches to solving
transportation problems.

The survey results presented in this report are based on three surveys that the
FHWA conducted in 2000: Operations and Planning/Environment Survey,
Infrastructure Survey, and Federal Lands Highway Survey.

Both the Operations and Planning/Environment Survey, which surveyed 2,057 people,
and the Infrastructure Survey, which surveyed 2,030 people, are based on telephone
interviews with large national probability samples of adults. The margin of sampling
error associated with surveys of this size is about £2 percentage points.

The Infrastructure Survey is a follow-up to the 1995 National Highway User Survey
conducted by the National Quality Initiative (NQI), now the National Partnership
for Highway Quality (NPHQ). Many questions appear in both the 1995 and 2000
surveys, allowing for comparisons between years. NPHQ’s mission is to “address...
customers’ needs by advocating the use of practices which improve the quality of the
nation’s highways.” NPHQ will use this report to study customer satisfaction trends
and direct future activities based on the public’s priorities or improving satisfaction.

The Federal Lands Highway Survey is based on 1,236 personal interviews with visitors
to six National Parks and six National Forests. The margin of sampling error is
about £3 percentage points.

This report begins with a discussion of the study’s major findings focusing on
major highways, transportation systems and options in communities, Federal lands,
and actions the public would find helpful. Study conclusions are then presented.
The report ends with a detailed description about this study design and administration
and an appendix of public satisfaction with major highways.
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Major Findings

Trip Purpose and Trip-Chaining

About half of survey respondents who travel on the nation’s roads named “commutes
to work or school” as their most common trip, and another 27 percent named
trips for shopping or errands. However, “trip-chaining” makes it difficult to separate
commutes from trips for shopping, errands, or other purposes. For example, about
25 percent of commuters report making at least one stop on the way to work; 33
percent report stopping on the way home, and they often make multiple stops on
the homeward commute.

One-half of the trips
taken most often by
Percent car or other vehicle
are for commuting

TRIPS TAKEN MOST OFTEN BY CAR OR OTHER VEHICLE

Commute to work/school 51
Shoppinglerrands 27 to work or school.
Recreational/social 11
Work-related trips 6
Others 5

Source: Operations and Planning/Environment Survey m

Overview: Satisfaction with Roadways and Transportation
in Communities

Highway travelers were asked to rate their satisfaction with both “the major highways
you use most often” and “the transportation system and the transportation options
in your community.” They were told that transportation options included “more
public transportation choices, or more bicycle and pedestrian paths.”

Most highway travelers are satisfied with both the major highways they use and the
existing transportation system and options their communities offer. Almost two-thirds
(65%) said they were satisfied or very satisfied with major highways, and almost as
many (58%) indicated they were satisfied or very satisfied with their community’s
transportation options. However, the level of satisfaction is not very intense. Only
about 10 percent indicated they were “very satisfied” with either the major high-
ways used most often or the transportation options in their community.

There is relatively little dissatisfaction. Only about 20 percent said they were
dissatisfied or very dissatisfied with both major highways and their community
transportation options.



Most travelers are satisfied
with major highways and
community transportation
options.
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MF1

When respondents were asked about the “roads they use most often,” which included
city streets, country roads and minor highways, as well as major highways, urban resi-
dents were 60 percent satisfied. Residents of non-urban areas were 72 percent satisfied.

Respondents seem to be equally satisfied with the quality of major highways in

both urban and non-urban areas. Residents of urban areas are just about as likely
to report being satisfied with major highways (69%) as are residents of non-urban
areas (64%). The term *“satisfied” includes ““satisfied” and “very satisfied” responses.

There are differences
between urban and
non-urban residents in
satisfaction with roads
traveled most often.
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Major Highways Traveled Most Often™

“Satisfied“ and “Very Satisfied“ Responses Shown

PERCENT SATISFIED WITH ROADS AND MAJOR HIGHWAYS TRAVELED MOST OFTEN

mm Urban

Non-Urban

*

*Source: Operations and Planning/Environment Survey

**Source: Infrastructure Survey (2000)
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Satisfaction with Major Highways

Changes in Satisfaction Since 1995

Highway travelers were asked to rate their satisfaction with the major highways

they used most often in 1995 and in 2000.

From 1995 to 2000, there has been a substantial increase of 15 percentage points

in satisfaction with major highways (from 50% to 65%). There has also been a 6
percentage point increase in dissatisfaction. The term “dissatisfied” refers to

“dissatisfied”” and “very dissatisfied” responses.

Today, fewer travelers have neutral attitudes about the major highways they use

most often than they did five years ago.

mm Very Dissatisfied

Dissatisfied

Neither

Satisfied

mm Very Satisfied

[
CHANGES IN OVERALL SATISFACTION WITH MAJOR HIGHWAYS USED MOST OFTEN
(percent)
100
__ Increased _
Dissatisfaction
80
60 /
40 -
Increased
Satisfaction
20
, ]
1995 Change in Level 2000
of Satisfaction

Satisfaction with major
highways used most has
increased 15 percentage
points since 1995, while
dissatisfaction has increased
6 percentage points.

Today, fewer travelers have
neutral attitudes than five
years ago.

Sources: Infrastructure Survey (2000)
NQI National Highway User Survey (1995)
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Factors Contributing to Greater Satisfaction

For many attributes of the major highways used most often, travelers were more
satisfied in 2000 than in 1995. These attributes include:

~ Visual Appeal (outdoor advertisements, landscaping, appearance of sound barriers)
— Safety (roadway lighting, shoulder width, safety barriers)

~— Bridge Conditions (visual appearance, durability, smoothness)

~ Travel Amenities (roadside assistance, mileage signs, number of rest areas)

~— Pavement Conditions (surface appearance, durability, quiet ride)

The improved quality of these attributes probably contributed to the general
increase in overall satisfaction with major highways. Significant increases in public
satisfaction with various highway attributes are a good indicator of general
improvements in their overall quality. For example, pavement and bridge conditions,
which both increased in public satisfaction from 1995 to 2000, showed significant
increases in their measured physical conditions. The percentage of deficient bridges
(classified as structurally deficient and/or functionally obsolete) on the National
Highway System (NHS) dropped from 26.3 percent to 23.0 percent from 1993 to
1999. Similarly, the percentage of miles on the NHS with an acceptable ride quality
(based on an International Roughness Index [IRI] value of less than 170 in/mi)
increased from 90.0 percent to 93.0 percent from 1995 to 1999.

Similarly, decreasing trends in satisfaction can be an indicator of potential areas
for quality improvements. Traffic flow, which decreased in public satisfaction from
1995 to 2000, showed negative trends in related physical measurements. The esti-
mated percentage of daily travel occurring under congested conditions increased
from 32.0 percent to 32.8 percent from 1996 to 1999, and the estimated average
annual number of hours of travel delay increased from 28 hours in 1996 to 32
hours in 1999.



The two lowest rated attributes in 2000 were maintenance response time and traffic
flow. Satisfaction with maintenance response time increased slightly, while satisfaction
with traffic flow decreased. Fewer than half of highway travelers said they were sat-
isfied with traffic flow, and only slightly more than half said they were satisfied with
maintenance response time.

COMPARISON OF SATISFACTION WITH ATTRIBUTES OF MAJOR HIGHWAYS (percent) For most attributes of

major highways, travelers
Visual appeal .
are more satisfied than
Safety ]
Bridge conditions they were five years ago.
Travel amenities

Pavement conditions

*
Work zones *Data not collected in 1995
Maintenance response times

Traffic flow

1 1 1 1
= 2000 1995 20 40 60 80

“Satisfied“ and “Very Satisfied" Responses Shown

Sources: Infrastructure Survey (2000) MF4

NQI National Highway User Survey (1995)

LARGEST SPECIFIC INCREASES” IN SATISFACTION Respondents expressed
WITH ATTRIBUTES OF MAJOR HIGHWAYS increased satisfaction

since 1995 with a

Safety Bridge conditions number of major
Hazard warning signs Visual appearance highway attributes.
Lane width Durability
Pavement marking Smoothness of ride

Safety barriers

Roadway lighting Visual appeal
Skid-resistant pavement Compatibility with
environment
Pavement conditions Design of rest areas
Quiet ride Landscaping
Durability

*More than 10 percentage points
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Factors Contributing to Greater Dissatisfaction
Travelers who reported trip delays were asked to name the main reason for them.
Heavy traffic is perceived to be by far the most important reason for travel delays

(53%). This is twice the number for roadwork and five times the number for either
accidents or traffic signals.

The public perceives
heavy traffic as the main
reason for travel delays.

o
MOST IMPORTANT REASONS FOR TRAVEL DELAYS (percent)
60 ~— 60 60 — 60 —
40 40 =~ 40 = 40 ~
20 20 ~ 20 ~ 20
Heavy Traffic Roadwork Accidents Traffic Signals

MF5

Source: Operations and Planning/Environment Survey

This finding is not surprising. Over the last two decades, traffic congestion has
been growing in both large metropolitan areas and in small urban areas (less than
500,000 population). In fact, smaller urban areas have seen peak period congestion
grow more rapidly than large metropolitan areas. In 1982, only one-third of peak
period travel was congested in smaller urban areas, while in 1997 two-thirds was
congested. During the same years, the percentage of travel in the small urban areas
increased from 14 percent to 36 percent during congested peak periods.

From the infrastructure perspective, the number of miles driven is increasing faster
than road capacity. Nationally, there was a 10.8 percent increase in licensed drivers
from 1990 to 1998 and a 22.4 percent increase in vehicle miles traveled (VMT).
During the same period, there was a 1 percent increase in the number of lane miles
on roadways.



Travelers were asked for the percentage of time their trip is delayed due to traffic
congestion or other problems. Responses varied from little or no delay to more than
an 80 percent delay in their usual travel time. Travelers who are delayed frequently
are more likely to be dissatisfied with the roads they travel than are those who are
seldom delayed.

o
RELATIONSHIP BETWEEN PERCEIVED TRAFFIC DELAYS AND DISSATISFACTION Traffic delays are related
WITH ROADS to dissatisfaction with
60 ~— roads used most often.
3
[
[e]
[24
£
T 40 |
©
k3
3
g 20 L
€
3
5]
o ] ] ] ] ] ] ] ] ]
0 1-9 1019 20-29 30-39 40-49 50-59 60-69 70-79 80+
Percent of Time Delayed
Source: Operations and Planning/Environment Survey MF6

There has also been a large increase (20 percentage point average) in dissatisfaction
with all elements of traffic flow on major highways during the past five years. In 2000,
43 percent of respondents expressed dissatisfaction with traffic flow, compared to
23 percent in 1995. This may explain some of the 6 percentage point increase in
dissatisfaction with highways. Thirty-two percent of respondents expressed dissatis-
faction with work zones, the second highest indicator of dissatisfaction among
attributes of major highways.



Respondents' dissatis-
faction with traffic flow
contributes significantly
to increased dissatisfaction
with major highways.

COMPARISON OF DISSATISFACTION WITH ATTRIBUTES OF MAJOR HIGHWAYS
(percent)

Visual appeal

Bridge conditions

Travel amenities

Safety

Maintenance response times

Pavement conditions

*
Work zones *Data not collected in 1995

Traffic flow

1 1 1 1
m 2000 1995 10 20 30 40

“Dissatisfied” and “Very Dissatisfied* Responses Shown

Sources: Infrastructure Survey (2000)

MF7

NQI National Highway User Survey (1995)

Additional analysis was conducted examining all of the factors measured in the survey
that could have contributed to changes in satisfaction since 1995. This analysis
suggested that concerns about pavement durability and smoothness also may have
contributed to the 6 percentage point increase in dissatisfaction with major highways.

However, it is important to note that these factors explain only 20 percent of the

reasons for dissatisfaction, indicating other unmeasured factors have greater impact
than those measured in this survey.

10



Satisfaction with the Transportation System and Options in
Communities

Respondents were asked a series of questions about their community’s transportation

system, which includes roads, public transportation, bikeways and pathways, and

how well it supports desirable lifestyles.

Nearly three in four responded positively about how the transportation system supports
important community characteristics. These include making the community a better
place to live and contributing to both economic and environmental well-being.

IMPACT OF THE TRANSPORTATION SYSTEM ON THE COMMUNITY (percent)

Helps make my community a better
place to live

Contributes to the community's
economic well-being

Benefits my local community
Contributes to the community's

environmental well-being
1 1 1

20 40 60

“Agree* and “Strongly Agree* Responses Shown

80

Most respondents agree
that the transportation
system supports important
community values.

Source: Infrastructure Survey (2000)
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To further explore satisfaction with the transportation system and options in com-
munities, two distinct questions were asked. One dealt with personal satisfaction
with the community transportation systems and options. The second focused on
how well the community transportation met the needs of most people, people with

disabilities, and children/young adults.

About six in ten respondents living in both urban and non-urban areas are satisfied
with their community’s transportation system and options. Twenty percent of both
urban and non-urban respondents are also dissatisfied with the community trans-

portation system and options.

Satisfaction with
transportation options
isequal in urban and
non-urban areas.

SATISFACTION WITH COMMUNITY TRANSPORTATION SYSTEM AND OPTIONS

(percent)
100 ~
80 |-
60
40

20

Urban Residents

100

80

60

40

20

Non-Urban Residents

mm Dissatisfied

- Neither/Don‘t Know

mm Satisfied

Source: Infrastructure Survey (2000)
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Most respondents think their community’s transportation system could improve
in meeting the needs of “most people,” people with disabilities, and children and
young adults who do not drive:

~ About 60 percent rated their community’s transportation system fair to
poor in meeting the needs of most people, with 27 percent rating it poor.

~ Just 11 percent indicated that the community’s transportation system is
excellent for most people, while 30 percent said it is good.

~ Most respondents with people with disabilities or children/young adults
living in their households also rated the community transportation system
fair to poor in meeting their needs. For example, 60 percent gave fair or poor
ratings for meeting the needs of persons with disabilities, and 56 percent gave
fair or poor ratings for meeting the needs of school children and young adults
who do not drive.

100

80

60

40

20

Most People

100

80

60

40

20

0

People with Disabilities

100

80
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40

20

HOW WELL THE TRANSPORTATION SYSTEM MEETS NEEDS (percent)

Children/Young Adults

mm Poor

Fair

Good

mm Excellent

The transportation
system could serve the
people's needs better.

Source: Operations and Planning/Environment Survey
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The amount of traffic has not only affected decisions about when to travel and

which roads to use but also where to live, where to work, and which hours to work.
Two in three responded that the amount of traffic affected their decisions on when
to travel and which roads to use. About 20 percent of respondents indicated that

traffic affected their decisions about where to work and which hours to work, and

30 percent said it affected their decision about where they live now. All of these

choices affect the growth, livability, and prosperity of communities.

Traffic affects lifestyle
and work style choices.

DECISIONS AFFECTED BY THE AMOUNT OF TRAFFIC (percent)

80 80
60 F 60
40 40
20 20
oL 0

When to Travel/
Which Roads to Use

80

60

40

20

Where to
Live Now

Which Hours
to Work

80

60

40

20

Where to Work

Source: Infrastructure Survey (2000)
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A variety of factors influence people’s decision on where to live. This study focused
only on one set of transportation related factors. All survey participants were asked
to respond to how these factors influenced their decisions on where to live.

The most important factor in deciding where to live is ease of driving. Bikeways,
paths, and sidewalks (26%) and the availability of good public transportation (23%)
were also important considerations.

@
FACTORS IN DECIDING WHERE TO LIVE (percent) A number of factors
influence individuals'
60 60 — 60 — choices of where to live.
40 - 40 - 40 -
20 20 20
0 = 0~ 0~
Ease of Driving Bikeways, Paths, and Availability of Good
Sidewalks Public Transportation
“Very Important* Responses Shown
Source: Infrastructure Survey (2000) MF12
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Satisfaction with National Parks and Forests—Recreational
Opportunities for the Nation

The Federal Lands Highway Survey of selected visitors to National Parks and Forests
revealed a high level of satisfaction with a variety of roadway characteristics and
features. The following chart illustrates on a 100-point scale the scores of overall
satisfaction. On this scale, O means “very dissatisfied” and 100 means ““very satisfied.”
Roadway safety received the lowest satisfaction score.

OVERALL SATISFACTION WITH ROADWAY AND OPERATIONAL CHARACTERISTICS
IN FEDERAL LANDS*

Visual appeal

Preservation of resources

Bridge conditions

Access to destination

Directions and information signs
Traffic flow

Road surface conditions

Safety of driving conditions

*Scale not percentages 20 40 60 80

Source: Federal Lands Highway Survey MF13

Visitors to National Parks and Forests were also asked about the relative importance
of various roadway features. They indicated that they are most concerned about
safe driving conditions, especially because they may be driving larger, unfamiliar
vehicles on roads not built to interstate standards. They seemed particularly inter-
ested in how signs and markings can assist them in safely navigating their routes.

16



OVERALL IMPORTANCE OF ROADWAY AND OPERATIONAL CHARACTERISTICS
IN FEDERAL LANDS"

Safety of driving conditions
Preservation of resources

Road surface conditions

Visual appeal

Directions and information signs
Access to destination

Traffic flow

Bridge conditions

20 40 60 80

*Scale not percentages

Source: Federal Lands Highway Survey MF14

Federal land roadway safety received the lowest satisfaction score, yet it ranked as
the highest in overall importance. These findings give clear direction for opportuni-
ties and priorities for improvement in National Parks and Forests.

17




Suggested Improvements: Actions the Public Would Find Helpful

Respondents were asked if their local communities would be better served if various
transportation improvements were made. The survey question did not ask about
cost considerations, if the improvements would help respondents personally, or if
they would use them.

When the respondents considered transportation system improvements for their
community, they valued offering or expanding public transit and building new
bikeways and sidewalks.

According to the survey findings, the public is much more likely to want to
expand existing highways and to have better quality traffic information than to
build new highways.

°
Although most drive, TRANSPORTATION IMPROVEMENTS THAT WOULD SERVE THE COMMUNITY

members of the public (percent)

value having other

transportation options. Expanding existing public transportation

Building new bikeways and sidewalks
Providing better quality traffic information
Expanding existing highways

Offering new public transportation services
Building more highways

1 1 1 1
20 40 60 80

“Agree” and “Strongly Agree*“ Responses Shown

Source: Infrastructure Survey (2000) MF15
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Respondents were asked which highway characteristic should receive the most
attention and resources for improvement. They chose improvements to traffic flow
(28%), safety (26%), and pavement conditions (21%).

MOST IMPORTANT HIGHWAY IMPROVEMENTS (percent)

Traffic flow

Safety

Pavement conditions

Work zones

Maintenance response time
Bridge conditions

Travel amenities

Visual appeal

10 20 30

The public thinks
improvements to traffic
flow, safety, and pavement
conditions are most
important.

Source: Infrastructure Survey (2000)

Travelers were asked to rate how a series of possible highway improvements
might help them overcome the travel delay problems they experience on roadways.
The three improvements mentioned most frequently as a “great help” to overcom-
ing travel delay problems all relate to repairs: more durable paving materials (67%),
repairs made during non-rush hours (66%), and reducing repair time (52%). Other
important improvements are traffic signal timing (50%), clearing accidents quickly
(43%), and adding travel lanes (42%).

19
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Top preferred
improvements relate
to better management
and operations.

PREFERRED TRANSPORTATION IMPROVEMENTS TO OVERCOME TRAVEL DELAY PROBLEMS
(percent)

More durable paving materials
Repairs during non-rush hours
Reducing repair time

Improving traffic signal timing
Clearing accidents quickly

Add more travel lanes

Signs showing expected roadwork
Checking traffic signals often
Managing traffic congestion better
Tow trucks at key locations

Signs with emergency phone
Improving public transportation
Re-routing traffic to avoid roadwork
Managing traffic around roadwork
Reversing travel lanes

Installing more left turn signals
Increasing roadside service patrols
Signals on freeway entrances

Add more HOV lanes

Improving accuracy/timeliness of info
Improving roadway signs

Fewer traffic signals

1 1 1 1
20 40 60 80

“Great Help“ Responses Shown

Source: Operations and Planning/Environment Survey
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When asked about closing roads to make long-lasting repairs, 67 percent of respondents
would support closed roads for one week, and 37 percent would support closed
roads for one month. However, just 16 percent would support a three-month closing,
and 10 percent or fewer would support longer closings (six months to a year).

[
SUPPORT OF ROAD CLOSURES FOR LONG-LASTING REPAIRS (percent)
80 —
60
40
One Week One Month Three Months Six Months One Year

Travelers are willing
to support limited road
closings for long-lasting
repairs.

Source: Operations and Planning/Environment Survey
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Study Conclusions

Most travelers are satisfied with the major highways and other roadways they travel
on most often. Satisfaction with major highways, which was measured in both
1995 and 2000, has increased substantially. The greatest strengths appear to be in
facility design and maintenance, including safety, bridge conditions, travel amenities,
and visual appeal.

A small but growing segment of the traveling public is dissatisfied with major
highways. Both travel delays, which are due to traffic congestion and roadwork,
and pavement conditions may contribute to this growing dissatisfaction.

The following chart was created from the overall satisfaction levels and impor-
tance ranking responses of those surveyed. It offers guidance for programmatic
improvements based on the public’s relative level of satisfaction and importance.
The elements are:

~ Focus Improvements (Higher Importance and Lower Satisfaction)
Improvements in traffic flow, pavement conditions, and work zones may result
in the greatest rise in traveler satisfaction. Work zones are especially critical
as travelers view road repairs as a major reason for traffic delays. A stronger
community focus on the placement, design, and operation of transportation
projects can enhance community quality of life and satisfaction.

~ Communicate Strengths (Higher Importance and Higher Satisfaction)
The public rated the safety attributes of major highways highly. Information
on this strength will reinforce this positive perception and help to increase
overall satisfaction.

~ Monitor (Lower Importance and Lower Satisfaction)

Maintenance response time, a state and local responsibility, is a potential issue
that should be monitored closely.

~— Stay the Course (Lower Importance and Higher Satisfaction)

Bridge conditions, travel amenities, and visual appeal should be maintained
as areas of strength.

23



The relative importance
and impact on
satisfaction of actions
the public would find
helpful.

STRATEGIC OPPORTUNITIES

mm More Satisfied/

Focus Improvements Communicate Strengths More Important

Traffic flow Safety Less Satisfied/

. Less Important
Pavement conditions P

Work zones

-
c
I

8
=t
1<}
=1

£

D
<t
S

=

Community-oriented
improvements

Monitor Stay the Course

Maintenance response Bridge conditions
time -
Travel amentities

Visual appeal

933 saiisiiad More satisfied

SC1

Not only does congestion contribute to dissatisfaction with roadways, but it also
affects decisions about where to live and work that, in turn, affect patterns of
community growth and development. The placement, design, and operation of
highways can affect how people perceive the quality of life in their communities.
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The study results suggest that the public would find the following helpful:

~ Improve traffic flow by expanding existing highways and public transit and by
providing better information to travelers about traffic congestion so they can
avoid it. This could involve using intelligent transportation systems and other
innovations. Building more highways is a lower priority.

~ Encourage smarter road management and operation. For example, adopt a strat-
egy of “get in, get out, stay out” for both roadwork and for clearing accidents.
Plan and execute effectively so the work is done correctly and expeditiously the
first time, resulting in less traffic disruption. Also focus on quality improvements
and high performing materials to minimize the need for recurring roadwork.

~ Encourage greater understanding and awareness of how the placement and
design of highway projects can affect the quality of life in the nation’s commu-
nities. Expand community-focused alternatives such as pedestrian walkways,
bikeways, and transit.

~~ Focus on road safety in National Parks and Forests.

25
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About This Study

This study is composed of three surveys that the FHWA conducted in 2000.
Each survey measured public satisfaction from a slightly different perspective:

~ The Operations and Planning/Environment Survey studied the public’s satis-
faction and concerns with roadway transportation, recommendations for
improvement, highway-related travel patterns and travel times, and the effects
of transportation systems on communities.

~ The Infrastructure Survey was based on the 1995 NQI National Highway User
Survey. It looked at changes in the public’s satisfaction with
specific characteristics of the nation’s roads. It also included questions focused
on satisfaction from a community perspective.

~~ The Federal Lands Highway Survey gathered customer feedback regarding access
to and within Federal lands. The survey measured satisfaction with and the
importance of a comprehensive set of roadway characteristics. The findings
supplement other Federal Lands Highway measures.

Taken together, these surveys form a more complete picture of the public’s satisfaction
with the roadways and transportation in communities.

Survey Design and Administration

The FHWA designed and administered each survey to meet the specific needs of its
sponsoring organization. For example:

~ The Operations and Planning/Environment Survey focused on establishing a
baseline for traditional and emerging issues. A wide-ranging questionnaire was
designed to assess nationwide perspectives on general highway operations, travel
patterns, work zones, signals, accidents, congestion, and effects of transportation
systems on communities.

~ The Infrastructure Survey consisted of two forms to manage survey length but
still assess a wide variety of topics. One form compared satisfaction levels with
the elements of the 1995 NQI National Highway User Survey; the other form
assessed satisfaction from a community perspective. The U.S. Department of
Transportation’s Bureau of Transportation Statistics assisted in the design and
administration of this survey.

~ The Federal Lands Highway Survey was conducted on-site with drivers at six

National Parks and six National Forests to determine the gap between satis-
faction and the importance of roadway characteristics.
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The following table provides a more detailed description of how the FHWA

designed and administered each survey.

SURVEY DESIGN, ADMINISTRATION, AND SAMPLE

Operations and Planning/ Infrastructure Federal Lands Highway
Environment Survey Survey Survey
c Participants were asked 29 survey Participants were asked 17 survey Participants were asked 9 survey
k=) questions and 15 screening/demo- questions in Form A, 21 survey questions and 8 demographic
g graphic questions. questions in Form B, and 21 questions.
> screening/demographic questions.
% Likert-scale,* randomized multiple Likert-scale and randomized multi- Likert-scale questions were used.
@ choice, and open-ended questions ple-choice questions were used.
were used.
A Random Digit Dial (RDD) tele- An RDD telephone survey was Direct personal interviews were
phone survey was conducted with conducted with U.S. adults (aged conducted at six National Parks and
U.S. adults (aged 18 and older) 18 and older) between May 31 and six National Forests between May
between June 21 and July 1, 2000. June 25, 2000. CATI technologies 25 and August 29, 2000.
_E CATI (Computer Assisted Telephone were used to enhance data collec- Randomized versions of the ques-
® Interview) technologies were used tion and facilitate data coding tionnaire were used to eliminate
k7] to enhance data collection and and analysis. response bias. Interviewers
E facilitate data coding and analysis. recorded responses in the field.
2 In each household called, the The participating household The driver of each participating
a>>.>' individual with the most recent member was selected randomly traveling party was interviewed.
5 birthday and over the age of 18 from a list of the household
@ was selected to answer the survey members’ initials.
questions.
Average completion time was 24 Average completion time was 13 Interviews generally took 5 minutes
minutes. minutes. or less.
A sample was selected to be A sample was selected so that sur- Specific locations to conduct
representative of the nine Census vey results could be used to make interviews were randomly selected
Divisions. inferences about adults in the U.S. from a list of locations that travelers
household population. The sample visit for recreational activities. In
2 was based on the nine Census addition, travelers were randomly
5 Divisions. selected according to the time that
% they entered a specific location.
(%2}
5 A sample size of 11,969 resulted in A sample size of 9,089 resulted A sample of at least 96 travelers
B 2,057 completed surveys. This size in 2,030 completed surveys. This was interviewed at each site. A
g produces a margin of error of +2%. produced a margin of error of £2%. total of 1,236 travelers were
K interviewed. This produced a
margin of error of +3%.
The non-response rate was 27%. The non-response rate was 16%. The non-response rate was less
than 1%.

1 A Likert-scale is a continuum of responses where the low end represents a negative response and the high end represents a positive response.
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Profile of Respondents

In each survey, the FHWA asked participants questions about themselves to create a
profile of respondents. This information helped to determine satisfaction levels and the
needs of particular population subgroups. The following table shows the profile of
respondents for each of the three surveys conducted.

SURVEY RESPONDENT PROFILE (percent)

Population Population Operations and Infrastructure Survey Federal Lands Highway
Subgroup Estimate Planning/Environment Survey
Survey
1999 2000 2000 1995* 2000
Total 272,691,000 2,057 2,030 2,205 1,236
[
£ Male 49 48 41 49 72
B Female 51 52 59 51 28
©
[} 18-34 23 24 27 35 24
2 35-54 30 a1 42 38 55
] 55+ 21 35 31 26 21
.- North East 19 19 21 15 8
2.8 | Mid-West/North 23 23 24 27 13
e & Central
L4 South 35 35 34 35 30
g | West 23 23 21 23 42
x o Other - Int’l NA NA NA NA 7
Commute to/from 51 NA 30 NA
© Work/School
'% For Business 6 NA 14 4
k) Shopping/Errands 27 NA 26 NA
2 Recreation 11 NA 30 94
g Other 5 NA 0 2
'g
© Car 65 67 66 21
2 van 7 9 9 11
i~ suv 8 8 5 23
g Truck 19 12 17 15
g Oversized NA NA NA 28
& Other 0 3 3 2

*The 1995 study was conducted as the NQI National Highway User Survey.
NA = Not applicable
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Appendix

This appendix provides additional information on the public’s satisfaction with the
attributes of major highways. It begins with a recap of the findings on overall satis-
faction with major highways for the reader’s convenience.

Overall Satisfaction with Attributes of Major Highways

Highway travelers were asked to rate their satisfaction with the major highways
they used most often in 1995 and 2000. There was a substantial 15 percentage
point increase in satisfaction since 1995. There was also a 6 percentage point
increase in dissatisfaction. Compared with attitudes five years ago, fewer travelers
have neutral attitudes about the major highways they use.

CHANGES IN OVERALL SATISFACTION WITH MAJOR HIGHWAYS USED MOST OFTEN Satisfaction with major
(percent) highways used most has
100 — _ mm Very Dissatisfied InFreaS?d = percenta_ge
Increased points since 1995, while
Dissatisfaction _ i R _
Dissatisfied dissatisfaction has increased
6 percentage points.
Neither

60 /
Satisfied Today, fewer travelers have

80

40 neutral attitudes than five
In'creasgd mm Very Satisfied years ago.
Satisfaction

20

, I ]

1995 Change in Level 2000
of Satisfaction

Sources: Infrastructure Survey (2000) MF3

NQI National Highway User Survey (1995)
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Travelers gave the major highways that they use most often high marks—much
higher in 2000 than in 1995—on the attributes of visual appeal, safety, bridge
conditions, travel amenities, and pavement conditions. However, there has been
minimal improvement in the ratings of maintenance response time and a decrease
in ratings for traffic flow. In addition, there was a 20 percentage point increase

in dissatisfaction with traffic flow from 1995 to 2000.

mm Satisfied

Neither/Don‘t Know

mm Dissatisfied

OVERALL SATISFACTION WITH ATTRIBUTES OF MAJOR HIGHWAYS (percent)

Visual appeal I
Safety ]
Bridge conditions [ ]
Travel amenities ]
Pavement conditions ]
Work zones |
Maintenance response time ]

|

Traffic flow

20 40 60 80 100

Responses Shown for 2000

Visual appeal
Safety

Bridge conditions
Travel amenities

Pavement conditions

Work zones™ *Data not collected in 1995
Maintenance response time

Traffic flow

1 1 1 |
20 40 60 80 100

Responses Shown for 1995

Sources: Infrastructure Survey (2000)

NQI National Highway User Survey (1995)
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Individual elements of each highway attribute were also measured in both 1995
and 2000. The figures that follow present this detailed information. Elements that
were not measured in 1995 are noted.

Satisfaction with all elements of visual appeal increased from 1995 to 2000. The public
was most satisfied with compatibility with environment, an increase of 16 percentage
points; design of rest areas, an increase of 11 percentage points; and landscaping,
an increase of 15 percentage points. The public’s dissatisfaction with compatibility
with environment increased slightly. They were dissatisfied with outdoor advertise-
ments/billboards and amount of litter, two elements not measured in 1995.

@
OVERALL SATISFACTION WITH VISUAL APPEAL (percent)
mm Satisfied

Compatibility with environment I
Design of rest areas ] Neither/Don’t Know
Landscaping mm Dissatisfied
Sound barriers I
Outdoor advertisements/billboards ]
Amount of litter |

1 1 1 1 |

20 40 60 80 100
Responses Shown for 2000
@

Compatibility with environment I
Design of rest areas I
Landscaping ]
Sound barriers ]
Outdoor advertisesments/billboards | *Data not collected in 1995
Amount of litter *Data not collected in 1995

1 1 1 1 |

20 40 60 80 100

Responses Shown for 1995

Sources: Infrastructure Survey (2000)
NQI National Highway User Survey (1995)



All elements of safety increased in satisfaction from 1995 to 2000. The public was most

satisfied with hazard warning signs, shown by an increase of 16 percentage points.
Roadway lighting and skid-resistant pavement increased slightly in dissatisfaction.

mm Satisfied

Neither/Don‘t Know

mm Dissatisfied

OVERALL SATISFACTION WITH SAFETY (percent)

Hazard warning signs
Lane width

Pavement markings
Safety barriers
Shoulder width
Roadway lighting
Skid-resistant pavement

Emergency road information

20 40

Responses Shown for 2000

Hazard warning signs
Lane width

Pavement markings
Safety barriers
Shoulder width
Roadway lighting
Skid-resistant pavement

Emergency road information

*Data not collected in 1995

20 40

Responses Shown for 1995

60

0

Sources: Infrastructure Survey (2000)

NQI National Highway User Survey (1995)
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Satisfaction with all elements of bridge conditions increased from 1995 to 2000.
The public was most satisfied with visual appearance, shown by an increase of 14
percentage points. The public’s dissatisfaction with durability and with smoothness
of ride increased slightly.

[
OVERALL SATISFACTION WITH BRIDGE CONDITIONS (percent)
Visual appearance I mm Satisfied
Durability ]
Smoothness of ride I Neither/Don’t Know
1 1 1 1 | mm Dissatisfied
20 40 60 80 100
Responses Shown for 2000
®
Visual appearance I
Durability I
Smoothness of ride L
1 1 1 1 |
20 40 60 80 100

Responses Shown for 1995

Sources: Infrastructure Survey (2000)
NQI National Highway User Survey (1995)
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All elements of travel amenities increased in satisfaction from 1995 to 2000. The
public was most satisfied with signs for mileage/destinations, shown by an increase
of 12 percentage points, and with signs for service, shown by an increase of 20 per-
centage points. The public’s dissatisfaction with signs for mileage/destinations and
with number of rest areas also increased. There was a large decrease (21 percentage
points) in dissatisfaction with roadside assistance.

mm Satisfied

Neither/Don‘t Know

mm Dissatisfied

®
OVERALL SATISFACTION WITH TRAVEL AMENITIES (percent)
Signs for mileage/destinations ||
Signs for services .
Number of rest areas I
Variety of rest areas I
Roadside assistance I
1 1 1 1 |
20 40 60 80 100
Responses Shown for 2000
g
Signs for mileage/destinations [
Signs for services ]
Number of rest areas ]
Variety of rest areas ]
Roadside assistance ]
1 1 1 1 I
20 40 60 80 100
Responses Shown for 1995

Sources: Infrastructure Survey (2000)
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NQI National Highway User Survey (1995)
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Satisfaction with all elements of pavement conditions increased from 1995 to
2000. The public was most satisfied with quiet ride, shown by an increase of 16
percentage points. The public’s dissatisfaction with pavement conditions also
increased significantly, especially with smoothness of ride.

®
OVERALL SATISFACTION WITH PAVEMENT CONDITIONS (percent)
Quiet ride ]
Surface appearance ]
Durability I
Smoothness of ride |
1 1 1 1 1
20 40 60 80 100
Responses Shown for 2000
[
Quiet ride I
Surface appearance ]
Durability ]
Smoothness of ride I
1 1 1 1 1
20 40 60 80 100

Responses Shown for 1995

mm Satisfied

Neither/Don‘t Know

mm Dissatisfied

Sources: Infrastructure Survey (2000)
NQI National Highway User Survey (1995)
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The overall work zone category was not measured in 1995, but several elements of
it were. The public was most satisfied with construction signs, shown by an increase
of 12 percentage points; safety features, which was not measured in 1995; and
detour signs/directions, an increase of 19 percentage points. The public was least
satisfied with speed of repair, time delays, and traffic congestion in work zones.

mm  Satisfied

Neither/Don‘t Know

mm Dissatisfied

OVERALL SATISFACTION WITH WORK ZONES (percent)

Construction signs
Safety features

Detour signs/directions
Speed of repair

Traffic congestion

Time delays

20 40 60 80 100

Responses Shown for 2000

Construction signs
Safety features™

Detour signs/directions
Speed of repair®
Traffic congestion*

Time delays

*Data not collected in 1995

]
*Data not collected in 1995
*Data not collected in 1995
|
1 1 1 |
20 40 60 80 100

Responses Shown for 1995

Sources: Infrastructure Survey (2000)

NQI National Highway User Survey (1995)
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Two elements of maintenance response time increased in satisfaction from 1995 to
2000. The public was most satisfied with guardrail and barrier repairs, shown by an
increase of 9 percentage points. The public’s dissatisfaction with trash removal
increased slightly. They were least satisfied with response time to pavement repairs,
shown by an increase of 18 percentage points. (Maintenance response time is a
state and local responsibility.)

@
OVERALL SATISFACTION WITH MAINTENANCE RESPONSE TIME (percent)
Guardrail and barrier repairs I
Rest area cleaning I
Trash removal ]
Snow removal ]
Pavement repairs ]
1 1 1 1 I
20 40 60 80 100
Responses Shown for 2000
[

Guardrail and barrier repairs
Rest area cleaning® *Data not collected in 1995
Trash removal
Snow removal

Pavement repairs

1 1 1 1 |
20 40 60 80 100

Responses Shown for 1995

mm Satisfied

Neither/Don‘t Know

mm Dissatisfied

Sources: Infrastructure Survey (2000)
NQI National Highway User Survey (1995)
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Many elements of traffic flow measured in 2000 were not measured in 1995. In

2000, the public was most satisfied with the ability to predict travel time and with

traffic information, which were not measured in 1995. The public was least satis-
fied with the overall level of congestion, shown by a 17 percentage point increase

in dissatisfaction.

mm  Satisfied Ability to predict travel time

Traffic information
Neither/Don‘t Know - A
Traffic signal timing

mm Dissatisfied Congestion due to accidents

Overall level of congestion

OVERALL SATISFACTION WITH TRAFFIC FLOW (percent)

Responses Shown for 2000

*

Ability to predict travel time
Traffic information*®

Traffic signal timing™
Congestion due to accidents

Overall level of congestion

*Data not collected in 1995
*Data not collected in 1995
*Data not collected in 1995

—

1 1 1 1
20 40 60 80 1

o

0

Responses Shown for 1995

Sources: Infrastructure Survey (2000)
NQI National Highway User Survey (1995)
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