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Current survey reaches more customers

Total surveys sent | Total returned / Percent Cost
2008 5,514 1,288 | 23 % $2,957
2006 4,620 1,186 / 26 % $2,199
2004 2,320 727 | 31% $1,172
2002 2,215 687 / 31% $1,041
1998 1,121 384 | 34 % $ 550
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Customer groups surveyed in 2008

Oregon companies subject to a Safety Compliance Review
Oregon companies with a truck inspected by MCTD staff
Oregon truck drivers inspected by MCTD staff
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Oregon drivers who received a citation or warning from a motor carrier
enforcement officer

Companies in OR, ID, and WA who patrticipate in Green Light
Companies in OR, ID, and WA who are Trusted Carrier Partners
Companies calling the Registration Services Permit Analysts

Companies calling the Permit Analysts in Over-Dimension Permits
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Companies subject to a weight-mile tax audit

10.Companies subject to an International Registration Plan and/or
International Fuel Tax Agreement audit
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Response rates per customer group

Group Sample Responses / Percent
Safety Compliance Review 427 93 |/ 22%
Truck inspection 690 164 /| 24 %
Driver inspection 660 118 / 18%
Driver cited / warned 616 106 / 17%
Green Light 591 130 / 22 %
Trusted Carriers 598 211 | 35%
Salem Permit Analysts 592 131 / 22%
Over-Dimension Permits 597 177 | 30 %
Weight-mile tax audit 587 113 / 19%
IRP / IFTA audit 156 45 | 29 %
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Responses to six benchmarks of customer service
— standard questions on all state agency surveys

Regarding Motor Carrier Division staff and service

provided . . .

Excellent

Good

Fair

Poor

Responses

TIMELINESS
1. How do you rate the timeliness of the services
provided by the Motor Carrier Transportation Division?

41%

48%

9%

2%

1,264

ACCURACY

2. How do you rate the ability of the Motor Carrier
Transportation Division to provide services
correctly the first time?

42%

47%

8%

3%

1,266

HELPFULNESS
3. How do you rate the helpfulness of Motor Carrier
Transportation Division employees?

50%

39%

8%

3%

1,264

EXPERTISE
4. How do you rate the knowledge and expertise of
Motor Carrier Transportation Division employees?

42%

45%

10%

3%

1,248

AVAILABILITY OF INFORMATION
5. How do you rate the availability of information
at the Motor Carrier Transportation Division?

39%

46%

12%

3%

1,247

OVERALL SERVICE
6. How do you rate the overall quality of service
provided by the Motor Carrier Transportation Division?

39%

50%

9%

2%

1,260
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Oregon companies subject to a Safety Compliance Review in 2007




Key results —

Oregon companies subject
to a Safety Compliance Review
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95% believe ODOT’s Motor Carrier Safety
Program has a positive effect on highway safety.

94% agree that Safety Compliance Reviews

Influence carriers to comply with safety regulations.

91% say the $100 penalty that applies to most safety violations
IS sufficient to convince carriers to stay in compliance.

Regarding Motor Carrier Division staff and service

provided . . .

Excellent

Good

Fair

Poor

Responses

OVERALL SERVICE
How do you rate the overall quality of service
provided by the Motor Carrier Transportation Division?

34%

53%

12%

1%

92
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Oregon companies with a truck inspected
by MCTD staff last year
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Oregon companies with a truck
Key results — inspected by MCTD staff

59% say their trucks were inspected
3-10 times by MCTD staff last year.

79% agree the chances of being inspected
on an average trip through Oregon are high.

60% think inspection efforts should not be increased.

Fully supportive of enforcement efforts:

96% believe ODOT’s Motor Carrier Safety Program
has a positive effect on highway safety.

89% agree putting drivers and vehicles out-of-service benefits safety.

98% agree stopping trucks that are speeding or
committing other traffic violations benefits safety.
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Oregon truck drivers inspected
by MCTD staff last year




Oregon truck drivers inspected
Key results — by MCTD staff
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85% agree that ODOT Inspectors conduct
Inspections in a professional, courteous manner.

97% say inspectors give clear instructions about
making repairs and handling the inspection form.

87% agree putting drivers and vehicles out-of-service

benefits safety.

94% agree stopping trucks that are speeding or
committing other traffic violations benefits safety.

Regarding Motor Carrier Division staff and service

provided . . .

Excellent

Good

Fair

Poor

Responses

OVERALL SERVICE
How do you rate the overall quality of service
provided by the Motor Carrier Transportation Division?

18%

51%

26%

5%

114




MCTD
Customer Survey
2008

Oregon drivers cited or warned by a motor carrier enforcement officer




Key results —

Oregon drivers cited or warned by a
motor carrier enforcement officer - MCEO
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MCEOs perform duties in a professional manner

91% agree

. demonstrate good judgment and common sense

. treat truck operators with respect
. are knowledgeable and well-trained

. apply size and weight regulations fairly

79% agree
86% agree

89% agree

. enforce size and weight regulations uniformly

/6% agree

82% agree

. give clear and concise guidance about compliance

Regarding Motor Carrier Division staff and service

provided . . .

Excellent

Good

Fair

90% agree

Poor

Responses

OVERALL SERVICE
How do you rate the overall quality of service
provided by the Motor Carrier Transportation Division?

27%

48%

19%

6%

102
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Companies in Oregon, ldaho, and Washington
who participate in Green Light
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Companies in OR, ID, and WA

Key results — who participate in Green Light

96% agree it's easy to use Green Light.

95% agree it saves time by avoiding stops and
94% agree it saves money in truck operating costs.

24% say they would not be participating in Green Light
If they had not gotten their first transponders free.

47% would not spend $50 for a new transponder when
the battery dies, rather 90% plan to spend $15 to have the
Transponder Service Center replace the battery.

92% say they have no problem with the fact that Green Light
allows ODOT to collect weigh station records electronically.

88% agree it's appropriate to use weigh station records for
enforcement purposes, such as checking driver logbooks.
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Companies in Oregon, ldaho, and Washington
who are Oregon Trusted Carrier Partners
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Companies in OR, ID, and WA

Key results — who are Trusted Carrier Partners

99% say they take pride in being an
Oregon Trusted Carrier Partner.

94% say they clearly derive benefit from that.

78% agree putting Trusted Carrier plates on their trucks helps
them retain drivers. (question would not apply to single-truck owner-operators.)

91% say displaying the plate enhances their company’s image.

87% believe the plate has a positive effect on the way Oregon
weigh station operators treat their drivers and 84% believe it has a
positive effect on the way law enforcement officers treat them.

96% agree the Trusted Carrier designation is a major incentive
to maintain a good safety record and 95% agree it's a major
Incentive to stay in compliance with other regulations.
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Companies contacting the Registration Services Permit Analysts
for truck transactions during one week in May 2008




Key results —

Companies contacting the
Registration Services Permit Analysts
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98% agree staff is professional, courteous
and flexible in accommodating their needs.

When asked to rate staff’s ability to provide

services correctly the first time —

60% rate staff excellent, 35% good, 5% fair.

24% say they also use Trucking Online to transact business.

Regarding Motor Carrier Division staff and service

provided . . .

Excellent

Good

Fair

Poor

Responses

OVERALL SERVICE
How do you rate the overall quality of service
provided by the Motor Carrier Transportation Division?

55%

40%

5%

0%

128
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Companies contacting the Permit Analysts in Over-Dimension
Permits during one week in May 2008
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Companies contacting the

Key results — Permit Analysts in Over-Dimension Permits

99% agree staff is professional and courteous.

When asked to rate staff’s ability to provide
services correctly the first time —
51% rate staff excellent, 45% good, 3% fair, 1% poor.

98% say their requests for single-trip permits
are processed in a timely and accurate manner.

Regarding Motor Carrier Division staff and service provided . . .

Excellent | Good Fair Poor Responses

OVERALL SERVICE
How do you rate the overall quality of service 48% 49% 2% 1% 172
provided by the Motor Carrier Transportation Division?
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Companies’ experience with 39 Party Agents
who issue over-dimension permits

Regarding Oregon Trucking Associations EXcellent DO d Fair Poor Responses
OVERALL SERVICE

How do you rate the overall quality of service 67% 31% 2% 0 55
provided by 3" party agents?

Regarding A Work Safe Service Excellent (Good —air Poor Responses
OVERALL SERVICE

How do you rate the overall quality of service 54% 37% 9% 0 65
provided by 3" party agents?

Regarding Clackamas County Excellent (Good Fair RPoor Responses
OVERALL SERVICE

How do you rate the overall quality of service 23% 62% 15% 0 13
provided by 3" party agents?

Regarding Marion County Excellent (Good —air Poor Responses
OVERALL SERVICE

How do you rate the overall quality of service 33% 43% 14% 10% 21
provided by 3" party agents?
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Companies subject to an audit last year —
weight-mile tax, IRP, and/or IFTA
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Companies subject to an audit —
Key results — weight-mile tax, IRP, and/or IFTA

98% agree staff is professional and courteous.

97% say they were given enough time
to prepare for their audit.

94% say the audit was completed in a timely manner.
93% agree their auditor was fair and impartial.

92% agree their auditor was helpful answering questions
about reporting requirements and offering tips about
good record keeping.
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Results Detailed results from each customer survey
uits — www.oreqon.qgov/ODOT/MCT/SURVEY08.shtml
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Ccomments —

Nearly 500 respondents added written comments,
running the gamut of suggestions, criticism, and compliments:

One suggestion would not be enough. OR, WA are the worst states to do
business in trucking in. These two states have gone to the extreme in making
trucking very difficult for my family to make a living. . . Driver Cited/Warned #31

To ODOT Administrator, after dealing with both Washington and California and
other DOT'’s, | can only say that at the very least | am not impressed with Oregon
DOT. Now | say that as an overall review. There are some of your staff that are
very helpful. However, compared to my experience, your staff falls short when it
comes to trying to find solutions to transportation issues and in comparison are
slower than other states | have dealt with. Not only have | experienced
indifference to our problems, but | have experienced outright combativeness. . .
Over-Dimension Permit Customer #57
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more comments —

Some of your enforcement personnel act as if they
were Hitler's SS officers. IRP/IFTA Audited Customer #44

Your inspectors need to change their attitude. They are not God.
They make the inspections worse than a trip to the dentist.
Try treating the drivers as an equal. Carrier Inspected Customer #27

Fix department!! Too much paperwork and too many hassles.
Too complicated. No consistency in who you talk to.

Can’t get ahold of someone in a timely manner.

Can’t fax reports when | need to anymore!

Give department back to PUC. They did really good job before.
IRP/IFTA Audited Customer #10
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still more comments —

| really can’t think of any suggestion. You have one of the best
organizations of any state | have dealt with. Registration Services Customer #75

| would like to commend you on your outstanding staff. Their professionalism
and courtesy are a model for all customer service representatives, both public
and private. Thank you. Over-Dimension Permit Customer #22

| think this is the only government agency that really works. They are very
professional at their jobs. Thanks for a good job. Over-Dimension Permit
Customer #59

If your department could influence other government agencies to operate

in as effective and efficient manner as ODOT, people would have a lot less

to be unhappy with government. This is the best government division | have
ever dealt with. Best attitude, most helpful. Hard to say it, but | would give you
an A. Don’'t change. Thank you. Carrier Inspected Customer #161
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