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Introduction

The 2026 WYDOT Transit Program Customer Satisfaction Survey was conducted at the
request of the Wyoming Department of Transportation (WYDOT) Transit Program. The
primary purpose of this survey is to obtain open and honest feedback from WYDOT
customers—specifically, subrecipient participants with active project grant agreements—
to gauge customer attitudes and opinions regarding customer service experiences,
technical support, and overall program satisfaction.

Goals

The underlying goal is to cultivate stronger working relationships with subrecipients and
gather insights for continuous program enhancements.

Objectives

% Analyze program performance in relation to customer needs.

++» Assess the areas of which the program should focus on enhancing as deemed most
important to the customer.

+» Utilize the data to formally establish and execute plans for quality enhancements.

++» Utilize the data to create a long-term foundation for future trend assessments.

Participants

The Customer Satisfaction Survey was administered via Google Forms to a statewide cohort
of program subrecipients. From an initial distribution of 42 invitations, a total of 19 facility
managers and directors completed the assessment, yielding a response rate of 45%.

Methodology
The assessment utilized a 10-item instrument administered via Google Forms.

To quantify participant sentiment, eight questions employed a five-pointLikert
Scale (ranging from 'Very Satisfied' to 'Very Dissatisfied') to calculate a Customer
Satisfaction Score (CSS). The remaining two items were Open-Ended questions designed to
capture qualitative, descriptive feedback."

The following questions were chosen to collect this data on customer attitudes and overall
satisfaction with the program.



1. In general, how satisfied are you with Reliability/Responsiveness:

Percentage

0,
M Very Satisfied

m Satisfied
m Neutral
M Dissatified

H Very Dissatified

2. In general, how satisfied are you with Accuracy:

Percentage

| Very Satified
W Satified

m Neutral

m Dissatisfied

B Very Dissatisfied




3. In general, how satisfied are you with Staff Competence? Professionalism, knowledge,
expertise etc.

Percentage

H Very Satisfied
”

M Satisfied

m Neutral

m Dissatisfied

W Very Dissatisfied

4. In general, how satisfied are you with Problem Resolution? Timely manner

Percentage

m Very Satisfied
H Satisfied

H Neutral

m Dissatisfied

m Very Dissatisfied




5. In general, how satisfied are you with WYDOT's Staff Attitude? Courteous, polite,
helpful, friendly etc.

Percentage

m Very Satisfies
W Satisfied

H Neutral

m Dissatisfied

W Very Dissatisfied

6. In general, how satisfied are you with Available Tools/Resources? Online tools,
manuals, publications, meetings, training etc.

Percentage

m Very Satisfied
W Satisfied

m Neutral

H Dissatisfied

W Very Dissatisfied



7. In general, how satisfied are you with Convenience? (Ease of obtaining information - in-
person, via phone or e-mail)

Percentage

H Very Satisfied
W Satisfied

H Neutral

m Dissatisfied

W Very Dissatisfied

8. How would you rate your overall satisfaction with the Quality of support and customer
service we provide?

Percentage

0,
m Very Satisfied

M Satisifed
m Neutral
H Dissatisfied

W Very Dissatisfied



The following opened ended question was provided to gather information/opinions on the
areas that the Transit Program can improve.

What are the three areas most important to you that Transit should focus on improving?
Explain:

With the data that was provided WYDOT Transit concluded that the three most important
areas to focus on improving for our Subrecipients are Tools and Resources, Convenience,
and Training.

Tools and Resources — WYDOT Transit is dedicated to enhancing subrecipient support
through the launch of the WyRTAP Scholarship and the implementation of streamlined,
user-friendly training resources. WYDOT Transit is working to stay committed to maintaining
up-to-date resources that are provided in BlackCat. The Transit team has established a
semi-annual virtual meetings (called WYDOT/Subrecipient Round Tables) to address
subrecipient concerns, training, and inquiries.

Convenience — WYDOT Transit currently sends out reminder emails for quarterly reports
such as Drug and Alcohol & Charter Reporting. Subrecipients can email the
WYDOT.LGC@wyo.gov for any technical assistance. WYDOT Transit is currently working to
make things more user friendly.

Training-To support onboarding and system updates, WYDOT Transit is working to develop
user friendly walk-through tutorials for expense and ridership reporting, BlackCat
navigation, and program expectations. Additionally, WYDOT posts announcements and
upcoming available training on the BlackCat dashboard.

Summary

In conclusion, the WYDOT Transit team values the participation and the constructive
feedback shared to help us improve our process. WYDOT Transit will commit to enhance
support for our subrecipients while maintaining user friendly processes and procedures. By
implementing a more centralized structure to access resources, WYDOT Transit strives to
maintain a friendly approachable environment for both new and veteran
transit/subrecipient staff.
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