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Agenda
• Participation
• Satisfaction with the ORCA System
• Interpretations
• Next Steps



Participation in the Survey
• After quality control, EMC reports a total of 34,209 survey responses

• Initial goal was 5,000 responses.

• ~93% of responses came from residents of the four-county area
• There were some legitimate responses from people in OR, CA, 

and BC. EMC verified that these responses were from frequent 
visitors to the ORCA region to keep them in the results.



Customer Satisfaction
• A quick look at some of the numbers:

Piece of ORCA System % very/somewhat satisfied % somewhat/very dissatisfied

Overall system 93% 3%

Value of service for fare paid 81% 7%

Using the website 73% 4%

Using the app 49% 3%



Customer Satisfaction
• A deeper look at some of the numbers:



Interpretations
• The results are heartening

• More than 90% of respondents report being 
satisfied with ORCA overall

• 4 in 5 customers would be very likely to 
recommend an ORCA card to someone else

• Dissatisfaction numbers are very low on each 
question

• Dissatisfaction never crosses 10% on any 
question



Next Steps & Questions
• EMC picked winners from 

drawing and mailed gift 
cards

• Final report and crosstabs 
coming from EMC soon

• Full analysis and report out 
coming from ORCA CX 
team 

• Any questions?



Thank you.
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