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Reservations Staff
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Response Time Rating
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Response Time Minutes
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Overall Service
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Satisfaction - All Categories
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Trip Reason
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FY17 Customer Feedback
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FY17 Customer Feedback

 16 of 21 respondents (76%) 
provided written responses

 11 written responses (69%) were of 
a positive nature.

 5 written responses (31%) were 
negative.

 Other responses were either general 
in nature or suggestions.
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Written Responses - Types
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Written Response Categories
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FY17 Customer Compliments : )

 Thank you for this service!

 Driver very professional.

 The driver was great and made sure I got home 
safe and sound. Thank you for this service

 My elderly mother had an accident and I had to get 
home ASAP.  The service was great!!

 Quick response time

 This is a wonderful benefit and I'm so grateful that I 
was able to get a ride home so promptly
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FY17 Customer Complaints : (

 Enterprise car service had issues with pick up at place of 
employment; GRH response was good

 The reservation of the ride was quick but the arrival of the ride 
took too long.

 Eventually, the taxi did show up but by then I was most of the 
way to the Park and Ride in the Lyft I hired. You may want to 
look into switching to ride-hailing services for GRH.

 The taxi was very slow in arriving, and the driver seemed to 
take the slowest way possible. Regardless, the GRH staff on 
the phone was great and I am glad to have it available.

 Reservation staff was professional, even calling back to the 
taxi service and waiting on hold to learn why my ride was not 
coming. The reservation staff told me I could find my own 
transportation and submit a receipt to you for reimbursement. 
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Recap

 128 surveys distributed. 
 14% return rate.
 Overall satisfaction rating 86%. 
 Average response wait was 46 minutes.
 At 52%, Personal Illness was the reason most 

used for GRH.
 Written responses from 76% of survey 

participants.
 Compliments out weighed criticism 2 to 1.
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Questions
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