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7 r OREGON DEPARTMENT OF TRANSPORTATION - MOTOR CARRIER TRANSPORTATION DIVISION

How are we doing?
You have been selected lo participate in a survey. The Oregon Department of Transportation's Motor

Carrier Transp Division is co ] & customer survey to see how well we are doing our job.
You were randomly selected from a list of motor carriers who recently called or visited our
Salem Headquarters for help with Oregon truck-related business. Your opinion is very important to
us. Please lake a few minules lo answer the following questions about your experience. You will
remain anonymous in this survey. Thank you for your help!

Gregg Dal Ponte, ODOT Administrator
Customer Survey — Salem Motor Carrier Services Please check the most

Regarding Motor Carrier Division staff and Excallent
service provided . . .

Don't
Good Fair Poor K

TIMELINESS

|
1. How do you rate the timeliness of the services provided by
I the Mator Carrier Transportation Division?
ACCURACY

2. How do you rate the ability of the Motor Carrier
Transpertation Divisien to provide services comectly the first
time?

HELPFULNESS

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

EXPERTISE

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

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

OVERALL SERVICE
6. How do you rate the averall quality of service provided by the
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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

R

Oregon drivers who received a citation or warning from a motor carrier
enforcement officer

Companies in OR, ID, and WA who participate 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
Companies subject to a weight-mile tax audit

= © o N o O

0.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 9591 130 / 22 %
Trusted Carriers 598 211 | 35%
Salem Permit Analysts 592 131 | 22 %
Over-Dimension Permits 997 177 | 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

Results —

Regarding Motor Carrier Division staff and service provided . ..

Excellent Good Fair Poor Responses

TIMELINESS
1. How do you rate the timeliness of the services 41% 48% 9% 2% 1,264
provided by the Motor Carrier Transportation Division?

ACCURACY

2. How do you rate the ability of the Motor Carrier
Transportation Division to provide services 42% 47% 8% 3% 1,266
correctly the first time?

HELPFULNESS
3. How do you rate the helpfulness of Motor Carrier 50% 39% 8% 3% 1,264
Transportation Division employees?

EXPERTISE
4. How do you rate the knowledge and expertise of 42% 45% 10% 3% 1,248
Motor Carrier Transportation Division employees?

AVAILABILITY OF INFORMATION

5. How do you rate the availability of information 39% 46% 12% 3% 1,247
at the Motor Carrier Transportation Division?

OVERALL SERVICE

6. How do you rate the overall quality of service 39% 50% 9% 2% 1,260

provided by the Motor Carrier Transportation Division?




2008

MCTD
Oregon Department of Transportation 7{ Customer Survey

Oregon companies subject to a Safety Compliance Review in 2007

77 OREGON DEPARTMENT OF TRANSPORTATION ~ MOTOR CARRIER TRANSPORTATION DIVISION FRAT e PRy 2008 Customer Survey — Part Two
[ How are we doing? — s | oot
You have been selected fo participate in a survey. The Oregon Department of More regarding Safety Compliance Reviews. . . Agroo’ | Agree | Disagres | S ofoRl | Kivow
Transportation's Motor Carrier Transportation Division is conducting a customer survey to see how
well we are doing our job. You were randomly selected from the list of motor carriers who 8. | had no difficulty following the instructions about how to
were the subject of a Safety Compliance Review in the past year. Your opinion is very respond to the enforcement action

important to us. Please take a few minutes to answer the following questions about your experience

with our Motor Carrier Safety staff. You will remain anonymous in this survey. Thank you for your 8. The civil complaint settiement process was handled in a fa,

professional manner

heip!
Gregg Dal Ponte, ODOT Administrator 7. ODOT's Motor Carrier Safety Program has a positive effect
on highway safety.
Customer Survey — Safety Compliance Reviews Please check the most appropriate response
8. Safety reviews influence motor carriers to comply with safety
Regarding Motor Carrier Division staff and T i Poor | Dont reguiations.
service provided . . . Know :
9, Reviews are conducted in a manner that minimizes

interruption of my business.

1. TIMELINESS — How do you rate the timeliness of
th_e services provided by the Motor Carrier Transportation 10. The $100 penalty that applies to mest safety violations is
Division? sufficient to convince carriers to operate in compliance with
safety regulations.

2. ACCURACY — How do you rate the ability of the
Motor Carrier Transportation Division to provide services

correctly the first time? The main incentive for complying with state and federal motor carrier safety regulations is (check one)

(T in the interest of public safety T to reduce my insurance premium [ to avoid enforcement action by ODOT

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

If you could make one suggestion as to how we could do a better job, what would that be?
4, EXPERTISE - How do you rate the knowledge and
expertise of Motor Carrier Transportation Division employees?

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

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

Division?
Regarding Safety Compli Revi and Strongly Strongly | Don't
the process . .. Agree | AdTee | Disagree | piuoroe | know

1. ODOT inspectors conduct safety compliance reviews ina
professional, courteous manner

2. Inspectors explain that a compliance review may result in a
cease and desist letter, a formal enforcement action, or no
action at all

3. Letters | received from ODOT, such as ones requesting
safety records, were clear and easy to understand.

4, When my audit led to a civil complaint action, the
documents | received clearly described the alleged violations
and penalties.

Please return this completed form in the enclosed self-add i lope by July 18
to the ODOT Motor Carrier Transportation Division, 550 Capﬂol st. NE, Salem OR 97301-2530.
Watch for a report of the results of this survey in an upcoming issue of the Oregon Motor Carrier News.

There are just a few more questions on the back
Thank you very much for participating in this survey!
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Oregon companies subject

Key results — to a Safety Compliance Review

95% believe ODOT'’s Motor Carrier Safety Safety
Program has a positive effect on highway safety. Compliance
94% agree that Safety Compliance Reviews Review

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 34% 53% 12% 1% 92
provided by the Motor Carrier Transportation Division?
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Oregon companies with a truck inspected

by MCTD staff last year

7 F OREGON DEPARTMENT OF TRANSPORTATION - MOTOR CARRIER TRANSPORTATION DIVISION
How are we doing?

You have been selected to participate in a survey. The Oregon Dep of Transp
Motor Carrier Transportation Division is conducting a customer survey fo see how well we are doing
our job. You were randomly selected from the list of motor carriers who were subject to a truck
safety inspection within the past year. Your opinion is very important fo us. Please take a few
minutes to answer the following questions about your experience with our Motor Carrier Safety
Program. You will remain anonymous in this survey. Thank you for your help!

Gregg Dal Ponte, ODOT Administrator

tation’s

Customer Survey — Motor Carrier Safety Program Please check the most appropriate response

Regarding Motor Carrier Division staff and
service provided . . .

Don't

Excellent | Good Falr Poor K

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

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

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

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

(continued from frent) 2008 Customer Survey - Part Two

More regarding inspections and enfor t.. s‘.';,.“,’ Agres | Disagroe :sa:wn” m
6. The chances of being inspected on an average trip through

Cregon are high

7. Oregon should increase its on-highway inspection efforts.

8. Inspections conducted during evening hours and on

weekends are effective in identifying unsafe trucks

9. Inspections conducted on secondary highway routes are

effective in identifying unsafe trucks

10. Putting drivers and vehicles out-of-service benefits highway

safety

11. Stopping trucks that are speeding or committing other traffic

violations benefits highway safety

12. There is a greater effect on highway safety when vehicles

are selected for inspection on the basis of suspected defects

rather than at random

13. Circle the number of times your vehicles were inspected in 1 2 3 4-8 7-10
Qregon during the past year.

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

If you could make one suggestion as to how we could do a better job, what would that be?

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

Regarding Motor Carrier Division staff and the

Strongly Strongly
inspection process. .. Agree | Asree | DIsagroe | picpreg

i

1. ODOT inspectors conduct safety inspections ina
professional, courteous manner

2, The inspection report form contains clear instructions.

3. Itis clear and understandable that motor carriers are required
to return the inspection form to CDOT within 15 days, certifying
that repairs were made

4. Itis clear and understandable that when out-of-service
violations are discovered, driver problems must be resolved
andior vehicle defects must be fixed before service is resumed

5. ODOT's Motor Carrier Safety Program has a positive effect
on highway safety.

There are just a few more questions on the back.

Please return this completed form in the I i self-add i ped lope by July 15

to the ODOT Motor Carrier Transportation Division, 550 Capitol S5t. NE, Salem OR 87301-2530.
‘Watch for a report of the results of this survey in an upcoming issue of the Oregon Motor Carrier News.

Thank you very much for participating in this survey!
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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

7 r OREGON DEPARTMENT OF TRANSPORTATION - MOTOR CARRIER TRANSPORTATION DIVISION (eoniiniaad from fronf) 2008 Customer Survey ~ Part Two
How are we doing? Mo reaa Se thiver ineo st 00 | 0y [ otsare | Stonay | oomt
You have been selected to participate in a survey. The Oregon Department of Transportation's 2 i
Morx?r Carrier Transportation Division is canducﬁng a custormner survey to see how we{! we are doing 6. Oregon should Increase its an-highway inspection efforts
our job. You were randomly selected from the list of truck drivers who were subject to a safety
inspection within the past year. Your opinion is very important to us. Please take a few minutes to 7. Inspections conducted during evening hours and on
answer the following questions about your experience with our Motor Carrier Safety Program. You will weekends are effective in identifying unsafe trucks.
i ymous in this surve !
femalanay Sl diss Y. Thankyou tor your heip! Gregg Dal Ponte, ODOT Administrator 8. Inspections conducted on secondary highway routes are

effective in identifying unsafe trucks

8. Putting drivers and vehicles out-of-service benefits
Customer Survey — Motor Carrier Safety Program Please check the most appropriate response highway safety.

10. Stopping trucks that are speeding or committing other traffic

Regarding Motor Carrier Division staff and Gnatont | 'Gooa a Foor Don't violations benefits highway safety

service provided . . . Keow

1. It is generally true that drivers of vehicles placed out-of-
1. TIMELINESS — How do you rate the timeliness of the service make sure repairs are made before they proceed
services provided by the Motor Carrier Transportation Division?

12. When drivers return to a yard and report that a vehicle was
2. ACCURACY — How do you rate the ability of the subject to a safety inspection that found it needs repair, most
Motor Carrier Transportation Division to provide services motor carriers make the repairs in a timely manner.

correctly the first time?

13. The company | work for gives me the information and

3. HELPFULNESS - How do you rate the helpfulness of support | need to be in compliance with safety regulations.
Motor Carrier Transportation Division employees?

4. EXPERTISE - How do you rate the knowledge and If you could make one suggestion as to how we could do a better job, what would that be?
expertise of Motor Carrier Transportation Division employees?

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

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

Regarding driver inspections . . . a::,':" Agres | Disagree m:’.: 3,';.','.:

1. ODOT inspectors conduct safety inspections ina
professional, courteous manner

2. At the end of the inspection, the inspector gave me clear
instructions about what repairs are needed and how | must
handle the inspection form

3. The inspection form is easy to read and understand

4. The chances of being inspected on an average trip through
Qregen are high

5. It is difficult to purposely evade a vehicle inspection in
Oregon

Please return this completed form in the | i self-add i lope by July 15
to the ODOT Motor Carrier Transportation Division, 550 Capitol St NE, Salern OR 97301-2530.
‘Watch for a report of the results of this survey in an upcoming issue of the Oregon Motor Carrier News.

There are just a few more questions on the back.
Thank you very much for participating in this survey!
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Oregon truck drivers inspected
Key results - yicTp staft

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 18% 51% 26% 5% 114
provided by the Motor Carrier Transportation Division?
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Oregon drivers cited or warned by a motor carrier enforcement officer

7 F OREGON DEPARTMENT OF TRANSPORTATION - MOTOR CARRIER TRANSPORTATION DIVISION
How are we doing?

You have been sefec!ed to psrﬁc:pate in a suwey The Oregon Department of Transportation's
Motor Carrier Transp Division is survey to see how well we are doing
our job. You were random.fy selected from the list cf drivers who in the past six months received
a citation or warning from a motor carrier enforcement officer at an Oregon weigh station. Your
opinion is very important to us. Please take a few minutes o answer the following questions about your
experience with our motor carrier enforcement officers. You will remain anonymous in this survey.
Thank you for your help!

Gregg Dal Ponte, 0DOT Administrator

Customer Survey — Motor Carrier Enforcement Officers  pjpase check the most appropriate response

(continued from front) 2008 Customer Survey — Part Two
More ling weigh stati i officers Strongly | , Strongly | Don't
and enf:tcem:nt actions. . . Agres DISa0108 | picagres | Know

7. Oregon Motor Carrier Enforcement Officers apply truck
size and weight regulations fairly.

8. When asked, Oregon enforcement officers give clear
and concise guidance about complying with truck size and
weight regulations

g weigh ion enfor t officers Don't
and service provided . . st [ | A7 Poor | know

9. Motor Carrier Enforcement Officers throughout Oregon
enforce truck size and weight regulations uniformly.

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

10. Oregon enforcement efforts protect the taxpayers’
investment in roads and bridges by reducing the
number of overweight trucks.

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

11. Oregon enforcement of size and weight regulations.
is comparable to surrounding states. (If no, please
comment below. )

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

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

If you could make one suggestion as to how we could do a better job, what would that be?

5. AVAILABILITY OF INFORMATION = How do you rate
the availability of infarmation at the Motar Carrier Transportation
Division?

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

Regarding weigh station enfor tofficers . . . a::,.f Agres | Disagree m’: Pkl

1. Oregon Motor Carrier Enforcement Officers are polite and
courteous.

2. Cregon Motor Carrier Enforcement Officers perform their
duties in a professional manner.

3. Oregon Motor Carrier Enforcement Officers are
knowledgeable and well-trained

4, Oregon Motor Carrier Enforcement Officers demonstrate
good judgment and common sense.

5. Oregon Motor Carrier Enforcement Officers treat truck
operators with respect

6. Oregon Motor Carrier Enforcement Officers are respectful of
time demands on truck operators

There are fust a few more questions on the back

Please return this completed form in the I i self-add i d lope by July 15

to the ODOT Metor Carrier Transportation Division, 550 Capitel St. NE, Salem OR 87301-25320.
Watch for a report of the results of this survey in an upcoming issue of the 0regon Motor Carrier News,

Thank you very much for participating in this survey!
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Oregon drivers cited or warned by a

Key results ~  motor carrier enforcement officer — MCEO

MCEOs perform duties in a professional manner — 91% agree
. demonstrate good judgment and common sense — 76% agree
. treat truck operators with respect — 79% agree
. are knowledgeable and well-trained — 86% agree

. apply size and weight regulations fairly — 89% agree
. enforce size and weight regulations uniformly — 82% agree
. give clear and concise guidance about compliance — 90% agree

Regarding Motor Carrier Division staff and service provided . ..

Excellent | Good Fair Poor Responses

OVERALL SERVICE
How do you rate the overall quality of service 27% 48% 19% 6% 102
provided by the Motor Carrier Transportation Division?
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Companies in Oregon, Idaho, and Washington
who participate in Green Light

7 r OREGON DEPARTMENT OF TRANSPORTATION - MOTOR TATION e 2008 Customer Survey - Part Two
How are we doing?

You have been selected fo participate in a survey. The Oregon Department of Regarding the Green Light program. . . a'gm“':" Agres | Disagree ;F_:“x ,;,":',L
Transportation's Motor Carrier Transportation Division is conducting a customer survey to see how
well we are doing our job. You were randomly selected from the list of motor carriers who are 1. It's easy to use Green Light to preclear weigh stations.
participating in the Green Light Weigh Station Preclearance Program. Your opinion is very =
important to us, Please take a few mi to the following questions about your experience 2. My trucks usually get green light signals to keep going
with Green Light. You will remain anonymous in this survey. Thank you for your help! whenever they approach 2 Green Light weigh station
Gregg Dal Ponte, ODOT Administrator 3. Green Light saves me time by avoiding weigh station stops
- Customer Survey — 4. Green Light saves me money in truck operating costs.

Green Light Weigh Station Preclearance Please check the most appropriate response 5. | would be participating in Green Light even if ODOT had not

given me transponders at no charge

m:j:’gon:;;g ERmE AV sloms At ang Excellent | Good Falr Poor m:, 6. When CDOT stops distributing transponders at no charge,
e | will be willing to spend as much as 550 each for new

transponders.

1. TIMELINESS — How do you rate the timeliness of

the services provided by the Motor Carrier 7. When the batteries die in the transponders | have now, | plan

Transportation Division? to contact the Transponder Service Center in Salem to replace
the batteries for about $15 per transponder so | can reuse them

2. ACCURACY - How do you rate the ability of the

Motor Carrier Transportation Division to provide services 8. | have no problem with the fact that Green Light lets ODOT

correctly the first time? collect weigh station records electronically, just ike ODOT

collects records manually when | stop at a weigh station
3. HELPFULNESS — How do you rate the helpfulness of
Motor Carrier Transportation Division employees? 9. | think it's appropriate that ODOT uses weigh station records
for enforcement purposes, such as checking driver logbooks.

4, EXPERTISE - How do you rate the knowledge and

expertise of Motor Carrier Transportation Division employees? 10. Circle the number of times you estimate your trucks
precleared Cregon Green Light weigh stations in the most Soriess | 640 1.20 21-50 51-100
5. AVAILABILITY OF INFORMATION = How do you rate recent month
the availability of information at the Moter Carrier Transportation
Division?

6, OVERALL SERVICE — How co you rate the overall If you could make one suggestion as to how we could do a better job, what would that be?

quality of services provided by the Motor Carrier
Transportation Division?

Regarding staff and personal service. . . s::,':;“ Agree | Disagree m m:'

1. When | get a red light on my transponder and pull into a
weigh station, ODOT enforcement officers are helpful identifying
my problem

2. When | call the Green Light Service Line {503-378-6054),
I get prompt service with problems preclearing weigh stations

3. | get prompt service when | call to update my transponder
information

4. |t was easy to complete the transponder application form

5. |t was easy to follow instructions to get started

Please return this form in the losed self- d pe by July 15
to the ODOT Moteor Carrier Transportation D

on, 550 Capitol St. NE, Salem OR 87201-2530.
There are just a few more guestions on the back. Watch for a report of the results of this survey in an upcoming issue of the Oregon Motor Carrier News.

Thank you very much for participating in this survey!
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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 ODOQOT 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, Idaho, and Washington
who are Oregon Trusted Carrier Partners

7 OREGON DEPARTMENT OF TRANSPORTATION — MOTOR CARRIER TRANSPORTATION DIVISION (ol R FEHES 2008 Customer Survey — Part Two
How are we doing?

You have been selected to participate in a survey. The Oregon Department of strongly Strongly | Donit
Transportation's Motor Carrier Transportation Division is conducting a customer survey to see how Regarding the Trusted Carrier program. . . Agreo | P0ree | Disegree | nooires | Know
well we are doing our job. You were randomly selected from the list of motor carriers who
qualify as Trusted Carrier Partners in Oreg_on, Your opinion is very ah-rpor?anf to us. Please raf(e 6. Displaying the Trusted Carrier plate enhances our company
a few minutes to answer the following questions about your experience with the Trusted Carrier image in the eyes of the general public and helps us market
program. You will remain anonymous in this survey. Thank you for your help! our products.

Gi Dal ODOT Administrator ;
regg Dal Ponte, el 7. Putting Trusted Carier plates on my Green Light

transponder-equipped trucks helps me retain truck drivers.
Customer Survey - Trusted Carrier Partner Program Please check the most appropriate response 8. When my drivers travel in Oregon, | believe the Trusted

Carner plate has a positive effect on how weigh station
Regarding Motor Carrier Division staff and Don't operators treat them

Excallent | Good Fair Poo

service provided . .. g f Know

9. When my drivers travel in Cregon, | believe the plate has a
1. TIMELINESS — How do you rate the timeliness of the positive effect on how law enforcement officers treat them,
services provided by the Motor Carrier Transportation Division?

Lol SOt ! G 10, When my drivers travel outside Cregon, | believe the

2. ACCURACY — How do you rate the ability of the Trusted Carrier plate has a positive effect on how weigh station
Motor Carrier Transportation Division to provide services operators and law enforcement officers treat them
correctly the first time?

11. The Trusted Carrier designation is 8 major incentive to
3. HELPFULNESS - How do you rate the helpfulness of the maintain a good safety record because | know my company
Motor Carrier Transportation Division employees? could lose that special status if, for example, my vehicle or

driver out-of-service percentage exceeds the national average.
4, EH_’ERTISE —How do you rate the_knuvgle_dge and
expertise of Motor Carrier Transportation Division employees? 12. The Trusted Carrier designation is a major incentive to stay
5. AVAILABILITY OF INFORMATION — How do you rate E‘Sg“:xp:’:;::‘:;';;:‘;;?;ﬁ“ms o regfeleaion:ang road:
the availability of information at the Motor Carrier Transportation
Division? 13. Circle the number of trucks you operate with Green Light

| | 1 25 610 11-20 21-50

6. OVERALL SERVICE — How do you rate the overall transponders and Trusted Carrier license plates
quality of service provided by the Mator Carrier
Transportation Division?

If you could make one suggestion as to how we could do a better job, what would that be?
Regarding the Trusted Carrier program. . . s::m, Agree | Disagres ;'m""ﬂ ot

1. | take pride in the fact that my company is an Oregon
Trusted Carrier Partner

2. | clearly derive benefits from being a Trusted Carrier

3. When my insurance agent leamed that my company is a
Trusted Carrier, it resulted in a lowering of my insurance rates
or costs.

4. My company benefits from being on the roster of Trusted
Carriers that appears on the Motor Carrier Transportation
Davision Web site,

5. Since my for-hire company became a Trusted Carrier,
lfehgxeu‘:tsli?:tﬁ::fh'pper Leed tatag'a eason Please return this leted form in the encl i self-add lope by July 15
g to the ODOT Motor Carrier Transportation Division, 550 l:apilol 5( NE, Salem OR 97301-2530.
Watch for a report of the results of this survey in an upcoming issue of the Oregon Motor Carrier News.

There are just a few more questions on the back
Thank you very much for participating in this survey!
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Companies in OR, ID, and WA
who are Trusted Carrier Partners

Key results —

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

v OREGON—=
THUSTED CARRIER
94% say they clearly derive benefit from that. X. “por._ -X

/8% 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
iIncentive 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

7][l= How are |;ve doing?

You have been selected to participate in a survey. The Oregon Department of Transportation's

Motor Carrier Transportation Division is conducting a customer survey to see how well we are doing

our job. You were randomly selected from a list of motor carriers who recently called or visited

our Salem Headquarters for help with Oregon truck-related business. Your opinion is very

important to us. Please take a few minutes to answer the following questions about your experience.
You will remain anonymous in this survey. Thank you for your help!

Gregg Dal Ponte, ODOT Administrator

Customer Survey — Salem Motor Carrier Services Pleass check the most appropriate responss

(continued from front) 2008 Customer Survey - Part Two

Trucking Online is a service offered by the Motor Carrier

Transportation Division that lets trucking companies get ‘.’;.ﬁc:‘m"‘: Mozl don tlne
Oregon permits and lete other i froma Online oﬂnmg

home or office computer via the Internet.

Are you currently using Oregon Trucking Online?

Regarding Motor Carrier Division staff and Don't
service provided . . . Exestent| Gzod A Forr; Know

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

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

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

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

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

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

More regarding staff and service. . . a;;,';".'" Agree | Disagree m ]

1. The MCTD staff persons that help me are courteous and
professional

If you are not using Trucking Online, why not? — Please select all that apply:

D | didn't know it was available.

D | don't do encugh business with Oregon

D | just haven't gotten around to signing up for it

D I've been waiting until there are more transaction services available online.
D | don't have a computer.

D My computer is too old

D | don't have an Internet connection.

D My Internet connection is too slow

D | don't like doing business on the Intermet

D | have concems about security on the Internet.

D | don't trust that the Trucking Online Web site will be available when | need it.
D | really like doing business by phone, mail, or fax

D | really like doing business in person at the MCTD Salem Headquarters or at a field office
O 1 donthavea prirter handy for printing credentials

If you could make one suggestion as to how we could do a better job, what would that be?

2. MCTD staff is flexible in accommodating my needs.

3. MCTD gives me timely notice of any changes in motor carrier
rules and regulations

4. Written instructions and notices, including forms used for
renewals, applications, tax filings, and vehicle registration, are
clear and understandable.

There are just a few more questions on the back

—)

Please return this F d form in the losed self. d, st: d lope by July 15

to the Motor Carrier Transportation Division, 550 Capitol St. NE, Saiﬁm OR 87301-25320.
Watch for a report of the results of this survey in an upcoming issue of the Oregon Motor Carrier News.

Thank you very much for participating in this survey!
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Companies contacting the
Registration Services Permit Analysts

Key results —

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 55% 40% 5% 0% 128
provided by the Motor Carrier Transportation Division?
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Companies contacting the Permit Analysts in Over-Dimension
Permits during one week in May 2008

OREGON DEPARTMENT OF TRANSPORTATION ~ MOTOR CARRIER TRANSPORTATION DIVISION {continued from front)

2008 Customer Survey — Part Two

i

How are we doing?

You have been selected to participate in a survey. The Oregon D

of Ti

5

Motor Carrier Transportation Division is conducting a customer survey in order to see how well we are
doing our job. You were randomly selected from a list of carriers who recently called or visited
the Salem Over-Dimension Permit Unit for help obtaining a variance permit. Your opinion is very
important to us. Please fake a few minutes fo answer the following questions about your experience
with our staff. You will remain anonymous in this survey. Thank you for your help!

Gregg Dal Ponte, ODOT Administrator

Customer Survey — Over-Dimension Permits

Please check the most appropriate respense

If you could make one suggestion as to how the Motor Carrier Transportation Division could do a better

job, what would that be?

There are just a few more questions on the back.

Regarding Motor Carrier Division staff and Don't
z Excallent | Good Fall Po
service provided . . . 4 2 Know
1. TIMELINESS - How do you rate the timeliness of the
hi 7 "
services provided by the Motor Carrier Transportation Division Regamlng 3rd party pem'llt agems and L it | oo ar poor Dot
2. ACCURACY — How do you rate the ability of the the service they provide. . . Know:
Motor Carrier Transpartation Division to provide services
correctly the first time? TIMELINESS Oregon Trucking Associations
1. If you have used any of the five Work Safe Servie
3. HELPFULNESS - How do you rate the helpfulness of s, ;’:m S T 'rcfb T A Wk Safie Service
the Motor Carrier Transportation Division? the timeliness oflthe services Clackamas County
7 T 5
4, EXPERTISE — How do you rate the knowledge and provided to you by them? Marion County
expertise of Motor Carrier Transportation Division employees? ACCURACY Oregon Trucking Associations
5. AVAILABILITY OF INFORMATION — How do you rate "’;HDW do you rate the ability A Work Safs S
the availability of infarmation at the Motor Carrier of the 3rd party agents to pmvlge Clockmmss Coundy
Transportation Division? services correctly the first time: Manion County
Oregon Trucking Assoc
6. OVERALL SERVICE — How do you rate the overall HELPFULNESS At R
quality of service provided by the Motor Carrier 3. How do you rate AW ork Safe 5::1\-»1.-
Transportation Division? the helpfulness of the Clackamas County
3rd party agents? Manon Cownty
Regarding staff and permits service. . . a_" Wm Agres | Disagres 3.';";‘",: m EXPERTISE Oregon Trucking Associations
4. How do you rate the knowledge A Work Safe Service
1. The staff that helped me is courteous and professional and expertise of the 3rd party Clackamas County
agents' employees? Marion County
2. The hours of operation at the Salem office, for both phone —
service and walk-in business, are adequate for my needs AVAILABILITY OF INFORMATION Oregon Trucking Associations
- 5. How do you rate the A Work Safe Service
3. The Salem office and/ior other offices that issue the over- availability of information Cluckamas Cotnty
dimension permits | need are corveniently located atthe 3rd party agents? Marion Coumy
4. The Salem Over-Dimension Permit Unit processes my OVERALL SERVICE Oregon Trucking Associations
requests for single-trip permits in a timely, accurate manner 6. How do you rate the overall A Work Safe Service
quality of service provided Clackamas County
5. The Permit Unit has an adequate phone system for handli .
calls Acpte ph ¥ L by the 3rd party agents? Marion County
6. Written instructions and notices | receive from the Permit Unit,
including forms used for applications and renewals, are clear and Please return this completed form in the enclosed self-add 1 lope by July 15
understandable. to the ODOT Motor Carrier Transportation Division, 550 Capitol St. NE, Salem OR 87301-2530.

‘Watch for a report of the results of this survey in an upcoming issue of the Oregon Motor Carrier News.

Thank you very much for participating in this survey!
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Companies contacting the
Permit Analysts in Over-Dimension Permits

Key results —

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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Key results —
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ustomer Survey

2008

Companies’ experience with 3@ Party Agents
who issue over-dimension permits

Regarding Oregon Trucking Associations Excellent | Good Fair Poor | Responses
OVERALL SERVICE

How do you rate the overall quality of service 67% 31% 2% 0 55
provided by the Motor Carrier Transportation Division?

Regarding A Work Safe Service Excellent | Good Fair Poor | Responses
OVERALL SERVICE

How do you rate the overall quality of service 54% 37% 9% 0 65
provided by the Motor Carrier Transportation Division?

Regarding Clackamas County Excellent | Good Fair Poor | Responses
OVERALL SERVICE

How do you rate the overall quality of service 23% 62% 15% 0 13
provided by the Motor Carrier Transportation Division?

Regarding Marion County Excellent | Good Fair Poor | Responses
OVERALL SERVICE

How do you rate the overall quality of service 33% 43% 14% 10% 21
provided by the Motor Carrier Transportation Division?
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MCTD
Oregon Department of Transportation 7{ Customer Survey

Companies subject to an audit last year —
weight-mile tax, IRP, and/or [FTA

7 OREGON DEPARTMENT OF TRANSPORTATION — MOTOR CARRIER TRANSPORTATION DIVISION (continued from front) 2008 Customer Survey - Part Two
How are we doing? X : . e
You have been selected fo participate in a survey. The Oregon Department of More regarding weight-mile tax audits. ... Agree | Aoree | Disagree | pioores | Know
Transportation's Motor Carrier Transportation Division is survey to see how
weill we are doing our job. You were selected from the list of molor carriers who were subject 8. The audit was completed in a timely manner

to a weight-mile tax audit in 2007. Your opinion is very important to us. Please take a few minutes

to answer the following questions about your experience with our Motor Carrier Audit Program. You 8. The audit repoart was ezsy o rsad

will remain anonymous in this survey. Thank you for your help! 10. The printed material explaining the audit adjustments was
Gregg Dal Ponte, ODOT Administrator clearly written and understandable
11. The auditor explained all adjustments and schedules.
Customer Survey — Motor Carrier Audit Program Please check the most appropriate response 12. The auditor explained how to avoid errors in the future.
Regarding Motor Carrier Division staff and | R ot Fair e Don't 13, The auditor was helpful answering questions about reporting
service provided . . . Know requirements and offering tips about good record keeping
1. TIMELINESS - How do you rate the timeliness of the services 14. | had enough time to review the audit
Ay
provided by the Motor Carrier Transportation Division 185, When Iclisa_gleed wilhthe_ audit, the auditor worked with me
2. ACCURACY - How do you rate the ability of the to resolve the disputed tax adjustments
r Carrier T Vi
roor}zmi,ath:m;la::.g?,ﬂmmn Divieion b proyjce Senfcee 16. When we were unable to resolve my problems with the audit,
the auditor told me how to appeal the tax assessment
3. HELPFULNESS - How do you rate the helpfulness of
Mator Carrier Transportation Division employees?
If you could make one suggestion as to how we could do a better job, what would that be?
4. EXPERTISE — How do you rate the knowledge and
expertise of Motor Carrier Trar 1 Divigion employees?
5. AVAILABILITY OF INFORMATION = How do you rate
the availability of information at the Motor Carrier
Transportation Division?
6. OVERALL SERVICE - How do you rate the overall quality of
service provided by the Motor Carrier Transportation Division?
Strongly Strongly | Don't
Regarding weight-mile tax audits. . . Agree | Poree | Disagree | 5 Crl | Know
1. The ODOT auditor who contacted me explained the reasons
for the weight-mile tax audit.
2. The auditor described what time period would be audited and
what records would be needed in the audit
3. When my audit involved sampling records from certain
months, the auditor explained the sampling procedures that
would be used to select the months
4, | was given enough time to prepare for the audit
5. The auditor was punctual about meeting his/her appointment
to conduct the audit in my office.
6. The auditor was courteous and professional. Please return this completed form in the losed salf. = d pe by July 15
7T ' i to the ODOT Motor Carrier Transportation Division, 550 Capitol St NE, Salnm OR 87301-2530.
- The auditor was fair and impartial ‘Watch for a report of the results of this survey in an upcoming issue of the Oregon Motor Carrier News.

There are just a few more questions on the back. Thank you very much for participating in this survey!
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Companies subject to an audit —
Key results — | iohimile tax. IRP, andfor 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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Detailed results from each customer survey

Results — '\ oregon.qov/ODOT/MCT/SURVEY08 shtml
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Audits ten custormer groups rated MCTD "poor” in terms of timeliness,
accuracy, helpfulness, expertise, availability of information, and
Extra! overall service.
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Truck Inspections Tax & Reqistration Service

Safety Compliance Reviews

Cwer-Dimension Permits

Driver Inspections Motor Carrier Audits

Enforcerment Officers

2008 Survey Summary

& total of 1,285 customers of the Motor Carrier Transportation
Division (MCTD) returned survey forms this year indicating
general satisfaction with staff and the service provided. Judging
six key aspects of custormer service, only 1% of respondents from
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This was the fifth time in ten years that MCTD reached out to its
various custormers to ask, "How are we doing and how can we do Wi cmaeny i |
a better job?” Warking from a custorner population of 25,073, a ] —
total of 5,515 were selected (most at random) and 23% completed and returned the surveys they
received by rmail. When MCTD conducted similar surveys in 1993, 2002, 2004, and 2006, averall
response rates were 3d9%, 31%, 31%, and 26% respectively. although this vear’s 23% response rate
is relatively low, it's enough to provide a 95% confidence level with a 2.7% margin of error for the
combined responses to questions about key aspects of customer service,
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Comments —

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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