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There has been significant progress in improving these concerns, but the effort is on-going to eliminate them completely. One factor that Connect Douglas cannot control is traffic. Congestion on Chapel Hill Road, Douglas Boulevard and Highway 5 is a challenge for keeping Routes 10, 20 and 40 on schedule.
Positives about the bus service during the first 90 days include:
Route 40 has the highest daily ridership. This is the route that connects Douglasville with the Lithia Springs/Thornton Road area and connects with Cobb LINC. The transfer protocol between Connect Douglas and Cobb LINC has worked well with no problems reported.
Routes 10 and 20 are doing well. Daily ridership on these two routes is typically between 25 and 40.
Operating expenses for the first 90 days were under budget.
Despite some of the operations issues already mentioned, on-board surveys indicate that individuals riding the bus are happy with the service. They appreciate this transportation option.
While there are still naysayers who speak negatively about the bus service, especially on social media, public acceptance of the bus service is growing. This comment from Teresa Wyche represents this growing trend: Thank you for bringing public transportation to Douglas County. It is much needed and greatly appreciated. The residents of Douglas County are very grateful for the bus service; it could not have come at a better time.
The goal of this report is to provide you with a comprehensive look into the first 90 days of operation of the bus service. Here is an index of the contents of this report:
Ridership data
Most Frequently Utilized Pick-Up Locations
Operating Expenses and Revenue
Farebox data
Comments from Connect Douglas staff
Comments from Transitions Commute Solutions staff
Comments from bus riders coming from on-board surveys
Connect Douglas thanks the Board of Commissioners and the County Administrator for their support of the bus service. Douglas County captured the attention of the entire metro Atlanta region with its launch of a fixed route bus service. On Sept. 5, Connect Douglas Director Gary Watson reported on the launch to the ATL board. The reception was very positive from this body, which oversees transit planning and funding for the Atlanta region. Connect Douglas’ goal is to improve and grow the bus service. In 2020 we will also begin moving toward implementation of demand response (dial-as-ride) service for parts of Douglas County not served by the bus service. As we move forward with the fixed-route bus service, these are some of the improvements we may want to consider in the next 60 to 90 days:
Expanding Route 20 service farther down Highway 5. Currently, Stewart Parkway is as far down Highway 5 as the service goes.
Changing Route 40. Currently, 40 uses I-20 to get to Lithia Springs. We are looking at changing the route to eliminate I-20 by going south on Fairburn to Lee Road, turning left on Lee Road, and going all the way to South Sweetwater where it would connect with our existing 40. This would solve two issues: (1) Getting the bus off I-20 which is prone to accident delays. (2) Responding to the calls for services south of I-20 that we have received.
Combining Routes 30 and 40 on Saturday.
Revising Route 30 times to mesh with shift schedules of businesses along the route.
Adding more buses to each route to reduce the wait time between buses. We will take delivery of six more cutaways later this year.
Adding automatic people counters to all our cutaways.
Please contact me if you have questions or need more information about the fixed route service.
[bookmark: _Toc21616027]Executive Summary
[bookmark: _Hlk21615117][bookmark: _Hlk21614967][bookmark: _Hlk21614926]The objective of this qualitative study was to explore the experiences of patrons, Transit Center/Connect Douglas staff, and Transitions Commute Solutions staff, the third-party vendor relative to perceptions of the Connect Douglas Fixed Route Bus Service’s performance and customer service. This section of the report presents a summary of the findings from a qualitative analysis of 19 Connect Douglas stakeholders on behalf of the Douglas County Board of Commissioners, Department of Transportation, and Transit Services Division. However, for purposes of this summary, interview responses from five (5) Transportation Center staff and two (2) third party vendor leaders can be found in the Comprehensive 90-day Report. This study was conducted as part of the first 90-day Assessment of the Connect Douglas Fixed Route Bus Service launched on June 20, 2019. The invaluable feedback garnered on August 26-29, 2019, gleaned insights into participants’ perceptions of the Connect Douglas Fixed Route Bus Service’s performance and customer service since the launch of this historic program. This executive summary contains a brief quantitative review of ridership data, boardings by route and month, operating expenses and revenue, farebox data collection, qualitative analysis and findings, recommendations, summary, and conclusion to determine success and opportunities for continuous improvement.
[bookmark: _Toc21616028]Ridership Data
Chart 1 displays the descriptive statistics for the number of patrons riding the Connect Douglas Fixed Route Bus Service between June 20, 2019, and September 30, 2019. 

Chart 1 – Overview of the Number of Patrons Riding the Connect Douglas Fixed Route Bus Service
[bookmark: _Toc21616029]Connect Douglas Boardings by Route
Chart 2 displays the descriptive statistics for boardings by the routes on the Connect Douglas Fixed Route Bus Service between June 20, 2019, and September 30, 2019. 
  Total Boardings
Route

Chart 2 – Overview of the Connect Douglas Fixed Route Bus Service Boardings by RouteBoarding Months

[bookmark: _Toc21616030]Connect Douglas Boardings by Month
 
Chart 3 – Overview of the Connect Douglas Fixed Route Bus Service Boardings by MonthTotal Boardings

[bookmark: _Toc21616031]Operating Expenses and Revenue
Chart 4 displays the descriptive statistics for the operating expenses and revenue to date for the Connect Douglas Fixed Route Bus Service to date. 

Chart 4 – Overview of the Operating Expenses and Revenue for the Connect Douglas Fixed Route Bus Service
[bookmark: _Toc21616032]Farebox Data Collection
Chart 4 displays the descriptive statistics for the farebox data collection for the Connect Douglas Fixed Route Bus Service to date. 
Fare Collected

Chart 4 – Overview of the Farebox Data Collection for the Connect Douglas Fixed Route Bus Service
[bookmark: _Toc21616033]Qualitative Research Data Analysis
By capturing data from not only the end-users but Douglas County employees and the third-party vendor, Douglas County leaders may be able to determine if routes and schedule changes, among other factors, will be necessary and impact ridership; thereby attempting to determine if Douglas County leaders are meeting the needs of its citizens. The detailed results can be found in the Comprehensive 90-day Report.
The findings gathered from a qualitative analysis of five (5) Connect Douglas staff, two (2) Transitions Commute Solutions’ leaders, the third-party provider operating the Connect Douglas Fixed Route Bus Service, and twelve (12) Connect Douglas bus riders (i.e., patrons) are detailed in the Comprehensive 90-day Report. 
[bookmark: _Toc21616034]Qualitative Study Limitations
This qualitative study was specific to the citizens of Douglas County and those who may live in surrounding areas who rode the Connect Douglas Fixed Route Bus Service when the survey was conducted. This study was limited to participants who agreed to participate in the survey voluntarily. The number of participants surveyed and the amount of time available to conduct the survey was a limitation of the study as well as the truthfulness of the participants. Time was another limitation of the study. Because this research examination was not longitudinal, which requires a more extended period, findings could vary with the limited time constraints. The results of this small sample cannot be used for the entire Connect Douglas patron population but provide a general basis for making assumptions about the citizens of Douglas County and others who utilize the Connect Douglas Fixed Route Bus Service. However, reminiscent of other qualitative studies, numbers of participants are small because qualitative data analysis seeks to consider numerical conditions or statistical examinations. 
[bookmark: _Toc21616035]Findings
The findings gathered from a qualitative analysis of 12 Connect Douglas bus riders (i.e., patrons) who verbally responded to 10 on-board survey questions for the Transit Services Division. The only demographic data captured were the patrons’ ages, which ranged between 29 years old and 75 years old. Patrons were invited to answer ten categories of open and closed-ended questions in a face-to-face on-board survey resulting in invaluable feedback beginning with the reasons for using public transportation to overall disposition about the service and opportunities for continuous improvement. This study aimed to glean insights into participants’ perceptions about Connect Douglas Fixed Route Bus Service’s performance and customer service, endeavoring to assess if Douglas County is meeting the needs of its citizens.
[bookmark: _Toc21616036]Findings: Patrons’ On-board Survey Responses by Highest Percentages

Response Percentage
Survey Question

Chart 5 – Overview of Patrons’ On-board Survey Findings 
[bookmark: _Toc21616037]Summary of Qualitative Findings
[bookmark: _Hlk21616085][bookmark: _Hlk21616251][bookmark: _Hlk21616163]The findings for the qualitative portion of the report presented above represent the overall feelings and experiences of patrons, Transit Center/Connect Douglas staff, and Transitions Commute Solutions staff, the third-party vendor. Overall, the results showed that the patrons riding the Connect Douglas Fixed Route Bus Service enjoyed the opportunity to have options for local transportation in Douglas County. Themes emerged that was based on patrons’ ability to access dependable transportation to go to and from work to earn a living. Additionally, all respondents indicated that the Connect Douglas Fixed Route Bus Service is needed in Douglas County. Most of the respondents would like the Connect Douglas Fixed Route Bus Service to expand to other areas of Douglas County for additional convenience and rideability. With a service expansion, more people may use the Connect Douglas Fixed Route Bus Service.
[bookmark: _Toc21616038][bookmark: _Hlk21616403]Recommendations
Based on the study’s results, the following recommendations have been devised to benefit all stakeholders in Douglas County, striving to ensure the public transportation needs of its citizens are met through the implementation of strategies for continual progress and growth. 
Transportation leaders should ensure interviews are conducted with every Connect Douglas bus driver to gain a deeper perspective on the impact the bus services have made on the citizens of Douglas County as well as their perceptions about the overall program and how it influences success for all stakeholders and opportunities for improvement.
Transportation leaders should solicit input from all Douglas County transportation stakeholders continually regarding the effectiveness of its Connect Douglas Fixed Route Bus Service.
Transportation leaders should continue to conduct patron interviews quarterly to determine the efficacy of any changes, both positively or negatively, that impact Douglas County stakeholders.
Transportation leaders should conduct a root cause analysis and determine outliers that address riders and other stakeholders’ concerns and complaints. 
[bookmark: _Toc253949590][bookmark: _Toc21616039]Summary and Conclusion
[bookmark: _Hlk21616700][bookmark: _GoBack]This qualitative study explored stakeholders’ perceptions of the effectiveness of the Connect Douglas Fixed Route Bus Service in Douglas County. Many themes emerged throughout the study from the responses of 19 stakeholders revealing that a transportation gap existed in Douglas County. The qualitative results confirmed a necessity for public transportation and revealed that transportation is needed to not only travel to and from work but to run local errands, go to nearby doctors’ appointments, and other locations. The study is an asset to existing data gathered, and municipality leaders could determine strategies for continual process of improving and increasing services for Douglas County citizens. It is evident from the research that the Connect Douglas Fixed Route Bus Service will be a mainstay in Douglas County as it continues to grow and expand to continue to meet the needs of its citizens. 
Connect Douglas Overall Fixed Route Boardings 
Through September 30
Connect Douglas Overall Fixed Route Boardings	Through September 30	
Days In Service	Fixed Route Boardings	Flex Trip Boardings	Paratransit Boardings	Total Boardings	Average Boardings Per Day	87	5452	576	404	6432	74	Connect Douglas Overall Fixed Route Boardings	Through September 30	
Days In Service	Fixed Route Boardings	Flex Trip Boardings	Paratransit Boardings	Total Boardings	Average Boardings Per Day	Connect Douglas Overall Fixed Route Boardings	Through September 30	
Days In Service	Fixed Route Boardings	Flex Trip Boardings	Paratransit Boardings	Total Boardings	Average Boardings Per Day	


Connect Douglas Boardings by Route 
Through September 30, 2019
Fixed Route Only. 
Does not include Flex and Paratransit
Connect Douglas Boardings by Route	Through September 30	Total Boardings	10	20	30	40	1.3160000000000001	1701	435	2000	Connect Douglas Boardings by Route	Through September 30	Days In Service	10	20	30	40	87	87	87	87	Connect Douglas Boardings by Route	Through September 30	Average Boardings Per Day	10	20	30	40	15	20	5	23	Connect Douglas Boardings by Route	Through September 30	Route	10	20	30	40	Connect Douglas Boardings by Route	Through September 30	Total Boardings	10	20	30	40	Connect Douglas Boardings by Route	Through September 30	Total Boardings	10	20	30	40	Connect Douglas Boardings by Route	Through September 30	Days In Service	10	20	30	40	Connect Douglas Boardings by Route	Through September 30	Days In Service	10	20	30	40	



Connect Douglas Boardings By Month
Fixed Route Only. Does not include Flex and Paratransit
Connect Douglas Boardings By Month	Through September 30	Total Boardings	June	July	August	September	597	1195	1755	1905	Connect Douglas Boardings By Month	Through September 30	Days In Service	June	July	August	September	9	26	27	24	Connect Douglas Boardings By Month	Through September 30	Average Boardings Per Day	June	July	August	September	66	46	65	79	Connect Douglas Boardings By Month	Through September 30	Month	June	July	August	September	Connect Douglas Boardings By Month	Through September 30	Total Boardings	June	July	August	September	Connect Douglas Boardings By Month	Through September 30	Total Boardings	June	July	August	September	Connect Douglas Boardings By Month	Through September 30	Days In Service	June	July	August	September	Connect Douglas Boardings By Month	Through September 30	Days In Service	June	July	August	September	






Connect Douglas Fixed Route Bus Service Operating Expenses-to-Date


Third Party Operator Total Payments	Maintenance, Routine Repairs	Body Work Following Accidentrs	Washing and Detailing Buses	Fuel	Total Expenses	Annual Budget For Operating Bus Service	Average Estimated Monthly Operating Costs	Four Month Actual Operating Costs	Actual Average Monthly Operating Costs	Amount Under Budget Per Month	549388.06000000006	1649.94	6302.59	5050	56588.89	618979.48	2000000	166667	618979.48	157745	8922	Third Party Operator Total Payments	Maintenance, Routine Repairs	Body Work Following Accidentrs	Washing and Detailing Buses	Fuel	Total Expenses	Annual Budget For Operating Bus Service	Average Estimated Monthly Operating Costs	Four Month Actual Operating Costs	Actual Average Monthly Operating Costs	Amount Under Budget Per Month	0	0	0	

[VALUE]

Third Party Operator Total Payments	Maintenance, Routine Repairs	Body Work Following Accidentrs	Washing and Detailing Buses	Fuel	Total Expenses	Annual Budget For Operating Bus Service	Average Estimated Monthly Operating Costs	Four Month Actual Operating Costs	Actual Average Monthly Operating Costs	Amount Under Budget Per Month	439511	10368.700000000001	449880	


Third Party Operator Total Payments	Maintenance, Routine Repairs	Body Work Following Accidentrs	Washing and Detailing Buses	Fuel	Total Expenses	Annual Budget For Operating Bus Service	Average Estimated Monthly Operating Costs	Four Month Actual Operating Costs	Actual Average Monthly Operating Costs	Amount Under Budget Per Month	
Third Party Operator Total Payments	Maintenance, Routine Repairs	Body Work Following Accidentrs	Washing and Detailing Buses	Fuel	Total Expenses	Annual Budget For Operating Bus Service	Average Estimated Monthly Operating Costs	Four Month Actual Operating Costs	Actual Average Monthly Operating Costs	Amount Under Budget Per Month	
Third Party Operator Total Payments	Maintenance, Routine Repairs	Body Work Following Accidentrs	Washing and Detailing Buses	Fuel	Total Expenses	Annual Budget For Operating Bus Service	Average Estimated Monthly Operating Costs	Four Month Actual Operating Costs	Actual Average Monthly Operating Costs	Amount Under Budget Per Month	
Third Party Operator Total Payments	Maintenance, Routine Repairs	Body Work Following Accidentrs	Washing and Detailing Buses	Fuel	Total Expenses	Annual Budget For Operating Bus Service	Average Estimated Monthly Operating Costs	Four Month Actual Operating Costs	Actual Average Monthly Operating Costs	Amount Under Budget Per Month	
Third Party Operator Total Payments	Maintenance, Routine Repairs	Body Work Following Accidentrs	Washing and Detailing Buses	Fuel	Total Expenses	Annual Budget For Operating Bus Service	Average Estimated Monthly Operating Costs	Four Month Actual Operating Costs	Actual Average Monthly Operating Costs	Amount Under Budget Per Month	
Third Party Operator Total Payments	Maintenance, Routine Repairs	Body Work Following Accidentrs	Washing and Detailing Buses	Fuel	Total Expenses	Annual Budget For Operating Bus Service	Average Estimated Monthly Operating Costs	Four Month Actual Operating Costs	Actual Average Monthly Operating Costs	Amount Under Budget Per Month	
Third Party Operator Total Payments	Maintenance, Routine Repairs	Body Work Following Accidentrs	Washing and Detailing Buses	Fuel	Total Expenses	Annual Budget For Operating Bus Service	Average Estimated Monthly Operating Costs	Four Month Actual Operating Costs	Actual Average Monthly Operating Costs	Amount Under Budget Per Month	
Third Party Operator Total Payments	Maintenance, Routine Repairs	Body Work Following Accidentrs	Washing and Detailing Buses	Fuel	Total Expenses	Annual Budget For Operating Bus Service	Average Estimated Monthly Operating Costs	Four Month Actual Operating Costs	Actual Average Monthly Operating Costs	Amount Under Budget Per Month	
Third Party Operator Total Payments	Maintenance, Routine Repairs	Body Work Following Accidentrs	Washing and Detailing Buses	Fuel	Total Expenses	Annual Budget For Operating Bus Service	Average Estimated Monthly Operating Costs	Four Month Actual Operating Costs	Actual Average Monthly Operating Costs	Amount Under Budget Per Month	
Third Party Operator Total Payments	Maintenance, Routine Repairs	Body Work Following Accidentrs	Washing and Detailing Buses	Fuel	Total Expenses	Annual Budget For Operating Bus Service	Average Estimated Monthly Operating Costs	Four Month Actual Operating Costs	Actual Average Monthly Operating Costs	Amount Under Budget Per Month	Operating Expenses

Revenue

Connect Douglas Fixed Route Bus Service and 
ADA Paratransit Fare Collection
Connect Douglas Fixed Route Bus Service and ADA Paratransit Fare Collection	Fixed	Route	June	July	August	September	3700	1691.12	3288.28	3274.5	Connect Douglas Fixed Route Bus Service and ADA Paratransit Fare Collection	Paratransit	Service	June	July	August	September	0	321.5	155	146	Connect Douglas Fixed Route Bus Service and ADA Paratransit Fare Collection	Total	Collected	June	July	August	September	3700	2012.62	3443.28	3420.5	Connect Douglas Fixed Route Bus Service and ADA Paratransit Fare Collection	June	July	August	September	Connect Douglas Fixed Route Bus Service and ADA Paratransit Fare Collection	June	July	August	September	Connect Douglas Fixed Route Bus Service and ADA Paratransit Fare Collection	June	July	August	September	Connect Douglas Fixed Route Bus Service and ADA Paratransit Fare Collection	Fixed	Route	June	July	August	September	Connect Douglas Fixed Route Bus Service and ADA Paratransit Fare Collection	Paratransit	Service	June	July	August	September	Connect Douglas Fixed Route Bus Service and ADA Paratransit Fare Collection	Paratransit	Service	June	July	August	September	






Summary of Findings: Patron's On-Board Survey Responses 

Reason for Riding Bus - Transportation needs	Reason for Riding Bus - Paratransit needs	System Availability - Walk to bus stop	System Availability - Ride bus 7+ times per week 	Service Availability - Bus is available 	&	 convenient	Service Availability - Begin trip at Transportation Center	General Constraints - Offer convenient desitnations	General Constraints - Easy to understand routes	Lack of Information - Bus schedule is user-friendly	Time Considerations - Bus service is reliable	Comfort Considerations - Appropriate seats	Comfort Considerations -Riders feel safe	Cost Considerations - Reasonable bus fare	Overall Disposition - Enjoy convenience, air condition 	&	 friendly drivers	Overall Disposition - Wish they could eat on bus	Continuous Improvement - Change nothing	Continuous Improvement - Offer Sunday bus service	Continuous Improvement - Route expansion, back street routes, 	&	 better routes between Cobb 	&	 Douglas County	4	4	40	23	83	18	75	73	83	83	83	92	83	27	13	28	18	9	
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