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Summary 
Throughout the winter of 2020, Fort Smith Transit (FST) organized an on-board fixed route 
and on-demand ridership satisfaction survey. Data on routes, trip purpose, demographics, 
and customer satisfaction are presented in further detail within this report. The survey 
findings for Fort Smith Transit are summarized below and the report offers insight into FST 
transit rider needs and the sufficiency of the FST system. Due to COVID-19, the survey 
transitioned to an online platform, along with traditional hard copies. Using the Public Input 
platform, posters were created with QR codes that individuals could scan and access the 
survey. 
 
Survey Purpose 
The on-board and on-demand survey captured transit service customer satisfaction and builds 
on previous survey efforts conducted in Spring of 2020. This survey supports Fort Smith Transit 
and Frontier MPOs ongoing efforts to identify certain needs and determine potential 
enhancements in the delivery of transit service. Staff were able to collect 51 surveys for the 
2021 Transit Summary Report. 
 
Major Findings 
Key findings from the survey are highlighted below and more detailed findings from the survey 
are displayed in the report. 
 
Transit in Fort Smith 
Fort Smith Transit riders use transit to get to major destinations like their homes, school, jobs, 
and medical institutions. Access to transit is also vital as most of the riders do not have access 
to a vehicle or to other forms of transportation. 
 
Ridership Characteristics 
Fort Smith Transit serves a diverse ridership. According to race and ethnicity data from the 
2018 Statistical Atlas, the primary two multicultural populations in Fort Smith with access to 
transit are African American/Black, and Hispanic/Latino groups. With the Hispanic/Latino 
population topping 18% and the African American/Black percentage at almost 10% of the total 
population, each of these dynamic populations continue to grow in the Fort Smith area.  
More importantly, individuals between the ages of 0 to 34 are far more diverse, with up to 58% 
being from African American/Black, Hispanic/Latino, Asian, or another group 
(https://statisticalatlas.com/place/Arkansas/Fort-Smith/Race-and-Ethnicity). 
No questions regarding race or ethnicity are included on the survey. 

https://statisticalatlas.com/place/Arkansas/Fort-Smith/Race-and-Ethnicity
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Age and Gender of Riders  
Fort Smith Transit serves a wide age range, 
as 84% of riders are 36 and older. The 
largest cohort are riders between the ages 
of 36 and 50 (33%). The 51-64 age group 
represented the second highest at 27%. 
The trend continued with the 65 and older 
(24%), the 18-24 age group (4%), the 25-35 
age group (12%). There were no responses 
from the under 18 age cohort. 

According to the American Community 
Survey, Fort Smith’s population is 50.9% female and 49.1% male. However, female transit riders 
the transit survey made up 63% of all survey respondents. 

Zip Codes Serviced 
Fort Smith Transit services assist those living in 
numerous zip codes. 43 respondents answered 
the survey question, and surveyed riders 
answered with four different zip codes: 72901 
(39%), 72904 (30%), 72903 (26%), and 72908 
(5%).  

  
 

4%
12%

33%27%

24%

What is your age range?

18-24

25-35

36-50

51-64

65 or older

39%

26%

30%

5%

Zip Codes

72901

72903

72904

72908



 

4 
 

Ridership Duration 
Transit riders vary when it comes to 
how long they have been riding. The 
top answers were tied between the 
“11 or more years” range and the “3-
5 years” range, both 23%. Closely 
following was “1-2 years,” at 22%. 
The final two ranges, “Less than 1 
year” and “6-10 years” each received 
16%. 

Why Ride? 
Riders sometimes have multiple reasons why they choose to ride transit. 67% of survey 
respondents indicated that the reason they ride transit is because they do not drive. 
Convenience was cited as the 2nd highest reason at 39%.  

 Discovering Transit 
An important question on the survey was “How did you find out about transit?” Most of the 
respondents picked “Friend/Family” as how they discovered transit (60%). “Social/Faith-Based 
Organizations” tied for second (15%). “Local Business” followed at 13%, “Other” received 11%. 
Facebook, which received no votes last year, was 4th at 6%, while “Website” was last (4%). 
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Word of mouth continues to play an important part in keeping us Transit System Information 
informed of local resources even in times of rampant technological communication.  

Transit System Information 
Riders can get information through 
several mediums, such as signage, text 
alerts, and social media. When asked 
which method they prefer, Text Alerts 
(35%) and E-Mail Alerts (29%) were 
the highest rated with both Electronic 
Messaging and Phone Application 
Push Notice 20%.  

Where Does Transit Take You? 
The survey included 47 respondents who answered on how they use transit to get where they 
are going. During the COVID 19 
pandemic, every category increased 
over the prior year.  
Home 
62% of riders use transit to reach 
home, 4% higher than last year. 
Shopping 
60% of transit passenger go on transit 
to for shopping, a 12% increase over 
last year. 
Medical 
47% of riders are using it for medical reasons such as doctor’s visits, prescription pick-ups, 
community clinics, and other social support services. This category showed the largest increase 
(19%) over 2020 results.  
Work 
43% of riders are using transit services to reach their place of employment. Some individuals 
noted that the hours of service and bus routes do not always permit them to use the bus to 
return at home in the evening (5% increase). 
Other Reason 
32% of riders are using it for other reasons, such as to reach entertainment venues (2% 
increase). 
School 
13% of riders are use transit to go to school. This category was not included last year. 
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Opinions of Transit 
An open-ended section 
allowed riders to express 
their thoughts freely. Most 
frequently commented on 
were:  

• Wait time 
• Commute time 
• Fares  

Verbal comments were not 
captured this year as the 
COVID-19 pandemic 
precluded staff collecting 
survey data in person.  

Transit Usage 
Transit usage varies from person-to-person and day-to-day based on their needs. The most 
frequently chosen option was “Several Times a Week” The second highest was “Daily” (25%). 
The last two were not as frequent, “Weekly” (12%) and “Several Times a Month” (8%). “Others” 
trailed behind at 4% (the “Other” option was not included on the prior year’s survey). 

The number of respondents in the 
ride ”Daily”category dropped 18% 
in this year’s survey, which may 
be attributed to the COVID-19 
pandemic. Survey results 
indicated 12% growth in the 
“Several Times Per Week” 
ridership category.  

Many of the transit riders rely on 
transit services and commented 
on the friendliness of Fort Smith Transit drivers and staff. 

Survey Approach Overview 
Frontier Metropolitan Planning Organization (MPO) staff assisted with the development of the 
survey in coordination with Fort Smith Transit. Delivery methods changed for the 2021 
Ridership Satisfaction Survey Summary Report according to interruptions caused by the COVID-
19 pandemic.  
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Frontier MPO worked with transit staff to distribute paper survey onboard, and information 
was provided about accessing a digital version of the surveys online. The data was collected in 
late November and December of 2020. 

Data Collected 
Due to constraints resulting from the COVID-19 pandemic, staff did not collect survey 
information in person. Transit drivers made paper surveys available to riders and collected 
completed surveys, electronic surveys were made available through text and website access. 

Ridership varies depending on the time of day, the time of the month, and the weather 
conditions such as heavy rains. We were unable to focus our data collecting time according to 
ridership patterns this year, but in the future, we will conduct surveys in coordination with 
ridership patterns and considerations when we are able to. This will assist in obtaining 
additional data and details from the respondents. 

Key Findings  
Fort Smith Transit is exceeding or meeting most of the customer expectations. Most transit 
riders discover transit through family and friends and get their information through text and 
email alerts. Most riders indicate they use transit because they do not drive, and the majority of 
riders have been riding at least 3 years. 

Trends 
The historical analysis on trends restarted after updating the questions and answer choices last 
year but we now have a baseline set and will add new data with each year for continued trend 
analysis. 

Conclusion 
The survey provided a clear indication of the clients support and satisfaction with Fort Smith 
Transit. While Frontier MPO could not capture the emotions of the riders, clients did indicate 
their positive opinions of transit.  

Riders are show the most concern regarding bus routes and wait and commute times. The 
consensus is that Fort Smith Transit riders use the service to access basic needs like groceries, 
healthcare, education, and jobs. Additional assessments for reducing transportation 
infrastructure barriers and improving transit for the community are recommended. 

 


	Summary
	Survey Purpose
	Major Findings
	Transit in Fort Smith

	Ridership Characteristics
	Zip Codes Serviced

	Ridership Duration
	Why Ride?

	Discovering Transit
	Transit System Information
	Where Does Transit Take You?
	Home
	Shopping
	Medical
	Work
	Other Reason
	School

	Opinions of Transit
	Transit Usage
	Survey Approach Overview
	Data Collected
	Key Findings
	Trends

	Conclusion

