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Sample 

A sample of 253 respondents (53 percent by telephone and 47 percent online) was selected from 
a base of 2,945 Handy Ride customers who had used the system within the past 3 years. There 
were 163 refusals—indicating a cooperation rate of 60.8 percent. The median length of time to 
complete the survey by telephone was 19 minutes, and online the median was 18 minutes.  This 
sample size yields a margin of error of +/- 5.1 percent at the 95 percent level of confidence—a 
margin of error that indicates that the sample is sufficiently large to represent the opinions of the 
entire Handy-Ride customer population to a statistically acceptable degree. This figure represents 
the widest interval that occurs when the survey question represents an approximate 50 percent-
50 percent proportion of the sample. When it is not 50 percent, the interval is somewhat smaller. 
For example, in the survey findings that follow, 51 percent of respondents indicate that are very 
satisfied with the overall service provided by Handy Ride.  This means that there is a 95 percent 
chance that the true proportion of the Handy Ride customer base (from which the sample was 
drawn) is between 45.9 percent and 56.1 percent (51 percent +/-5.1 percent). 

 
If the customer was not able to respond to survey questions, the interviewer asked to speak with a 
caretaker, friend/relative, or someone willing and sufficiently qualified to answer questions on 
behalf of the customer. Approximately 91 percent of the respondents were the customers 
themselves.  Another 5 percent of the respondents were friends or relatives of the customer and 
4 percent were caregivers.  The survey was administered in English (241 interviews) and Spanish 
(12 interviews), and it was conducted from September 25, 2024 through September 28, 2024.  
 
This survey report has been divided into six information components as follows: 

1) Demographic Statistics/Respondent Characteristics 
2) Handy Ride Customer Trip Characteristics 
3) Trip Purpose and Other Related Issues 
4) Customer Satisfaction with Handy Ride Service 
5) Handy Ride Time-Related Considerations 
6) Customer Experience Regarding Harassment While Using the Handy Ride 

System 
 

Charts have been prepared for each of these major components depicting the basic survey results. 
Selected relationships are presented when it is useful to highlight important issues.  Lists of open-
ended responses to survey questions, frequency distributions, and the survey instrument are 
contained in the Appendix.  
 

 
  





           Handy Ride Telephone/Online Satisfaction Survey Report 
          City of Fresno—Fresno Area Express (FAX) 

Rea & Parker Research 
November 2024 

9 
 

Table 1 
Handy Ride Demographics 

 

Middle Eastern 1% 1% 1% 1% 
Mixed Ethnicities/Other 7% 4% 3% 2% 
     

Annual Household Income (median = 
$16,500) 

    

Less than $10,000 29% 40% 34% 32% 
$10,000-$19,999 32% 38% 36% 41% 
$20,000-$29,999 18% 11% 11% 12% 
$30,000-$39,999 10% 8% 8% 5% 
$40,000-$49,999 3% 1% 5% 4% 
$50,000-$74,999 4% 2% 3% 6% 
$75,000 or more 4% **** 3% **** 
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	Hostile comments, sounds, or gestures.
	Have <youthey> witnessed this happening to others frequently, a few times, or never?

	Following or stalking.
	Have <youthey> witnessed this happening to others frequently, a few times, or never?

	Personal property damaged or stolen.
	Have <youthey> witnessed this happening to others frequently, a few times, or never?

	Pushing, spitting or other physical assault.
	Have <youthey> witnessed this happening to others frequently, a few times, or never?



