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EXECUTIVE SUMMARY

Overview

This report presents the results of the 2012 Capital Bikeshare Customer Use and Satisfaction Survey
conducted for the Capital Bikeshare program (Capital Bikeshare). Capital Bikeshare, a program jointly
owned and sponsored by the District of Columbia and Arlington County, VA and operated by Alta Bicycle
Share, Inc., offers short-term use of more than 1,500 bicycles to registered members and day-pass users
at more than 165 stations in the District of Columbia and Arlington County. Users register for an annual
or 30-day membership and receive a Capital Bikeshare key that allows them to unlock a bike at any sta-
tion. Users can return the bike to the same station or to any other station in the network, facilitating
both return and one way trips.

Capital Bikeshare’s management were interested in users’ experience with the program and exploring
bikeshare’s impact on users’ travel patterns. The survey was conducted for four primary purposes:

Examine demographic characteristics of Capital Bikeshare users

Examine use characteristics of Capital Bikeshare trips

Examine travel changes made in response to Capital Bikeshare availability
Examine users’ satisfaction with Capital Bikeshare features

The survey was administered online to registered Capital Bikeshare members. Capital Bikeshare staff
sent an email to its approximately 18,000 members that informed them of the online survey and provid-
ed the link to the survey website. During the approximately one-month period that the survey website
was active, 5,464 members completed the survey, for a total response rate of 31%.

Key Conclusions

Several overall conclusions related to the travel impacts and personal travel benefits of bikesharing rise
to the top of importance.

* Capital Bikeshare members benefit through easier,
faster access to destinations and access to a wider
range of destinations — Almost half of respondents
had made a trip in the past month that they would
not have made without bikeshare. Of these re-
spondents, 64% said they would not have made the
trip because it was too far to walk, so bikeshare
broadened their travel destination options. Other
respondents reported reasons related to character-
istics of the destination or time of travel: no trans-
it/inconvenient transit to the destination or at that
time of day, limited/expensive parking at the desti-
nation, too much traffic at destination, or don’t like
to drive at that time of day. For these members,
bikeshare expanded their easy and convenient trav-
el options.

capital bikeshare

Local System Map
Map 5

* More than half (56%) of recent bikeshare trips were for non-work purposes — About 22% of respondents
used bikeshare most recently for a social/entertainment trip and 13% made an errand/personal ap-
pointment trip. About four in ten recent trips were to go to work (19%) or go from work (19%).
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* Alarge share of Capital Bikeshare members increased their use of bicycling — Eighty percent of survey
respondents said they bicycled more often now than they did before joining Capital Bikeshare and
70% of respondents who increased bicycle use said Capital Bikeshare had been important in helping
or encouraging them to ride more often.

» Capital Bikeshare availability influenced net reductions in auto use by program members — Four in ten
survey respondents drove a car less often and 94% of respondents who reduced driving indicated
that Capital Bikeshare had been at least somewhat of a factor contributing to the reduction in driv-
ing. Thirty-eight percent of respondents who had access to a personal vehicle reduced their annual
driving miles — by an average of 523 miles annually. Based on this individual reduction, the 18,000
bikeshare members (in November 2011) reduce nearly 5 million driving miles per year.

* Bikeshare members appear to have shifted some trips to bicycle from taxi, transit, and walking — More
than half (56%) of respondents reduced their use of taxi, 47% ride Metrorail less often, and 39% re-
duced their use of bus since joining Capital Bikeshare.

» Bikeshare members who used Capital Bikeshare frequently reported the greatest reduction in use of
non-bicycle modes — A net 44% of respondents who said they bike more often reduced use of a car
compared to a net 26% of those who had no change in bike use, a gap of 18 percentage points. The
gap in percentage reduction was similar for use of taxi (16 percentage points) and Metrorail (17%
points), and only slightly smaller for bus (13 points).

e On average, each Capital Bikeshare member saves $819 per year on personal travel cost — Respondents
reported saving an average of $15.75 per week on personal transportation costs as a result of their
bikeshare use, about $819 over the course of the year. Across the estimated 18,000 Capital
Bikeshare members in November 2011, the collective saving is almost $15 million each year.

* Respondents gave high marks to most bikeshare features — More than three-quarters gave ratings of
4 or 5 (Excellent) to the Capital Bikeshare website, safety of stations, map at stations, and mechani-
cal repair of bikes. Seventy-three percent rated the call center as a 4 or 5. Respondents were less
satisfied with the nighttime lighting at stations; 58% gave a rating of 4 or 5 to this feature.

Bikeshare Users Demographic and Membership Characteristics

Bikeshare users do not mirror the adult population of the Washington metropolitan region — More than nine

in ten survey respondents were employed, while the U.S. Census reportes only about seven in ten adults
in the Washington region are employed. But bikeshare survey respondents also differ from the general
7 T . employed population. Compared to all commuters

C;* — e in the region, they are, on average, considerably
= i__,-' \w . younger, more likely to be male and Caucasian,

highly educated, and slightly less affluent.

Bikeshare visibility and referrals are important market-
ing tools for Capital Bikeshare — Respondents were
most likely to have heard about Capital Bikeshare by
seeing a Capital Bikeshare station (39%), seeing
someone riding a Capital Bikeshare bike (22%), or
through a referral from a friend or family member
(26%). The other important source was the “Living
Social deal." It was named by 15% of respondents
overall, but 25% of those who joined between April
and June 2011.
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The primary motivations for joining Capital Bikeshare were access and speed — More than eight in ten
(85%) respondents said they were motivated by the ability to get around more easily or more quickly.
Two-thirds said they liked to bike or thought biking was a fun way to travel and 46% cited a desire to
save money on transportation.

Bikeshare Use Characteristics

Capital Bikeshare use was distributed evenly across frequency categories, showing demand for the service
at many use levels — About two in ten (18%) respondents had made one or two bikeshare trips in the
past month, 21% made between three and five trips, and 17% made between six and ten trips. About
24% were frequent users, making 11 or more trips in the past month. On average, respondents made
about 8.1 trips per user in the past month.

Survey respondents used bikeshare most often for personal / non-work trips — Overall, the top two
bikeshare trip purposes were social/entertainment and errands/personal appointments; about two-
thirds of respondents had made a trip at some time for each
of these purposes. More than half (56%) had used bikeshare
for a trip to a restaurant or other location where they had a
meal, 40% made a bikeshare trip to shop, and 36% used
Capital Bikeshare for an exercise or recreation trip. Six in
ten respondents used bikeshare to make a commute trip,
that is, either to go TO work (55%) or to go FROM work
(59%) and 31% used bikeshare to go to a meeting.

Capital Bikeshare also served as a feeder service to reach
transit stops — More than half of all respondents used Capi-
tal Bikeshare to get to or from a Metrorail station and about
two in ten used it to access a bus stop. Bikeshare was more
often used to get FROM transit than TO transit. This could
reflect greater interest in using bikeshare for evening or late
night trips home, when respondents are especially safety
conscious.

More than half (56%) of respondents’ recent bikeshare trips were made for non-work purposes — About 22%
said their most recent bikeshare trip was for a social/entertainment purpose, 13% made an er-
rand/personal appointment trip, seven percent made their most recent trip to go to a restaurant, and
seven percent made a trip for exercise. About four in ten recent bikeshare trips were to go to work
(19%), go from work (19%), or go to a meeting (6%). Work trips were among the most common recent
trips, but they were less common overall than some other purposes. This suggests they are frequent
trips, but concentrated among a smaller share of respondents.

Forty-five percent of respondents would have ridden a bus or train if Capital Bikeshare had not been availa-
ble for the most recent trip — Three in ten (31%) would have walked to their destination. Only seven per-
cent of respondents would have driven or ridden in a personal vehicle, but since almost half of respond-
ents did not have a personal vehicle regularly available, this would not have been an easy option for
many. Six percent would have used a taxi and six percent would have ridden a personal bike.

Respondents’ options for making these trips differed by the type of trip they were making — Six in ten re-
spondents whose last trip was to go to or from work would have used transit for the trip. Respondents
whose last trip was for errands or shopping were more likely to say they would have used a personal
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vehicle or walked than were respondents generally. Respondents also were more likely than average to
use a personal vehicle for a trip to a restaurant. Respondents whose last Capital Bikeshare trip was to
go to a meeting were substantially more likely than other respondents to say they would use a taxi.

Use of Capital Bikeshare to “Induce” Trips

In the past month, 44% of respondents used bikeshare to make at least one trip they would not have made
(“induced” trips) if bikeshare had not been available — Four in ten respondents made an induced so-
cial/entertainment trip, about three in ten made trips to restaurants and errand/personal appointment
trips, and a quarter made an induced shopping trip. But only one percent of respondents mentioned
making an induced trip to go to work and two percent made a trip to go from work, but this seems rea-
sonable, as work-related trips would not generally be considered discretionary trips.

The vast majority of induced trips were made to destinations in the
District of Columbia — Downtown DC was the most common des-
tination overall; three in ten (30%) respondents made an in-
duced trip to this area. About a quarter (25%) made a trip to
Capitol Hill and two in ten made trips to Shaw / U Street (20%)
or Georgetown (19%).

Nearly two-thirds (64%) of respondents said they would not have
made the trips without Capital Bikeshare because it was too far to
walk — This suggests respondents might have substituted some
induced trips to distant destination for trips they might have
made to locations closer to their origin location. In this way,
Capital Bikeshare broadened the travel destination options.
Other common reasons were related to characteristics of the
destination or time of travel: no transit/inconvenient transit to
the destination or at that time of day, limited/expensive parking
at the destination, too much traffic at destination, or don’t like
to drive at that time of day. Two in ten (19%) wanted to get
exercise and 17% didn’t have a car.

Capital Bikeshare access makes establishments more attractive to Bikeshare members — More than eight in
ten respondents said they were either much more likely (31%) or somewhat more likely (52%) to patron-
ize an establishment that was accessible by Capital Bikeshare. The remaining 17% said bikeshare access
was not a factor in their choice of establishments.

Respondents who gave high ratings for the value of bikeshare access made induced trips at a much higher
rate than did those who gave lower ratings — Sixty-two percent of respondents who said they were much
more likely to patronize a Capital Bikeshare-accessible establishment had made in induced trip, com-
pared with 43% who said they were somewhat more likely, and only 20% of those who said they were
not more likely to patronize the establishment. This suggests that the decision to make some, and per-
haps many, of the induced trips was motivated by the establishments’ accessibility.
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Change in Mode Use Since Joining Capital Bikeshare

More than eight in ten respondents increased bike use since joining Capital Bikeshare — More than a third
(36%) said they bicycled much more often and 46% said they bicycled more often. Seventy percent of
respondents who increased bicycle use said Capital Bikeshare had been important in helping or encour-
aging them to ride more often. Respondents who reported a greater increase in overall bike use also
reported more frequent Capital Bikeshare use. Respondents who said they bike much more often made
an average of 12.0 trips in the past month, compared with 6.2 trips for respondents who bike more of-
ten, and 4.4 trips for those who did not change bike use.

Bikeshare members substantially reduced their use of Metrorail, bus, and taxi since they joined Capital
Bikeshare — Nearly half (47%) ride Metrorail less often and 39% ride a bus less often. Only seven percent
of respondents increased use of Metrorail and six percent increased bus use. Respondents also de-
creased their use of walking, overall, but the reduction was not as substantial as for transit. Thirty-one
percent said they walk less often, but
17% of respondents now walk more
often. Fifty-three percent reduced
their use of taxi.

Bikeshare members substantially re-
duced their use of car — Four in ten
(41%) survey respondents drove a car
less often; no respondents increased
[ use of car. More than nine in ten re-
I et spondents who reduced driving indi-

cated that Capital Bikeshare had been
a factor contributing to the reduction.

Bikeshare members who used Capital Bikeshare frequently reported the greatest reduction in use of non-
bicycle modes — For example, a net 44% of respondents who said they bike more often reduced use of a
car compared to a net 26% of those who had no change in bike use, a gap of 18 percentage points. The
gap in percentage reduction was similar for use of taxi (16 percentage points) and Metrorail (17%
points), and only slightly smaller for bus (13 points).

Nearly four in ten respondents reduced their annual driving miles — Respondent who had access to a per-
sonal vehicle also were asked approximately how many miles they drove per month in the year before
they joined Capital Bikeshare and since joining Capital Bikeshare. Thirty-eight percent reduced their
driving miles; 14% reduced driving by more than 1,000 miles. About half (56%) of respondents who re-
ported their mileage made no change in driving miles; only six percent increased their driving miles.

Capital Bikeshare members reduce nearly five million driving miles annually — On average, survey respond-
ents who reported both a current and pre-Capital Bikeshare mileage drove about 4,015 miles per year
before joining Capital Bikeshare and 3,492 per year since joining, for a reduction of about 523 miles an-
nually. When these survey results are applied to the estimated 18,000 bikeshare member population in
November 2011, the month in which the survey was conducted, the results are as follows:

e Number of bikeshare members (November 2011) 18,000
o Bikeshare members with vehicle available (53%) 9,540
e Estimated annual VMT reduced per member 523
e Estimated total annual VMT reduced 4,989,400 annual miles
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On average, each Capital Bikeshare member saves $819 per year on personal travel cost — Nearly all (90%)
respondents thought Capital Bikeshare had saved them money. Two-thirds saved between one dollar
and $20 per week, 25% saved more than $20. On average, respondents saved $15.75 per week, or
about $819 over the course of the year. Across the estimated 18,000 Capital Bikeshare members in No-
vember 2011, the aggregate savings are nearly $15 million per year:

e Number of bikeshare members (November 2011) 18,000
e Estimated annual cost saving per member $819
e Estimated total annual cost saving $14,742,000 annually

Bikeshare Members’ Commute Travel Patterns

Capital Bikeshare members travel an average of 6.2 miles to work one-way, less than half of the average 16.3
miles distance of commuters region-wide —Two in ten bikeshare respondents travel fewer than two miles
to work and 63% travel fewer than five miles. By con-
trast, only 17% of all regional commuters travel fewer
than five miles.

Capital Bikeshare members drive alone to work much
less than do comm uters region-wide — The overwhelm-
ing majority of employed respondents use a non-
drive-alone mode of travel to get to work: 47% by
public transit, 23% by biking, and 13% by walking.
Only 12% of commute trips were made by driving
alone, well below the 65% drive alone mode share for
all commuters in the Washington region.

About a quarter of employed respondents started or increased use of a non-drive alone mode since joining
bikeshare — Fifteen percent started or increased use of bicycle, six percent made a change to public
transit, and three percent made a continued change to walk. And additional 32% of respondents tried a
new drive-alone mode or use a new mode occasionally.

Access to bicycle support services appeared to influence use of bicycle for work travel — Bikeshare survey
respondents were twice as likely to report that they employers offered bike racks, showers, personal
lockers, and other bicycle-support services (53%) as were all commuters region-wide (26%) and were
more likely to have bicycle services than were other commuters in the jurisdictions where they worked.
Respondents who had access to bicycle-support services biked to work at a higher rate than did re-
spondent who did not have access to these services; 33% of respondents who said bicycle services were
available bicycled to work, compared with 21% of those who did not have bicycle services.

Satisfaction with Capital Bikeshare

Respondents gave generally high marks to bikeshare features — More than three-quarters gave ratings of
4 or 5 (Excellent) to Capital Bikeshare website, safety of stations, map at Capital Bikeshare stations, and
mechanical repair of bikes. Seventy-three percent rated call center as a 4 or 5. Respondents were less
satisfied with the nighttime lighting at the stations; 58% of respondents rated this feature as 4 or 5.

Capital Bikeshare offers numerous ways that members can obtain information about the service and manage
their use of the service — Seven-six percent of respondents said they had used the Capital Bikeshare

Vi
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online map in the past month to locate a station to pick up or drop off a bike; 30% used the map one or
two times, 22% had used the map between three and five times and 24% had used the map at least six
times. A very large share (87%) of respondents said they were aware of the smart phone app called
SpotCycle, with which members could locate Capital Bikeshare stations and learn if a bike was available
at the station. Seventy-two percent had used the app.

About four in ten respondents reported some problem with using Capital Bikeshare services — A quarter
(25%) said they had issues accessing a bike with the membership key, 24% said they had a mechanical
issue with the bike, and 22% said they had an issue with a bike dock.

Likelihood to encounter problems was connected to when respond-
ents joined Capital Bikeshare and how often they used the service —
Respondents who joined in the early period of the program en-
countered more problems overall than have respondents who
joined more recently. The percentage of respondents who report-
ed each of these problems has since declined, but it is not possi-
ble to know if the decline reflects that the system has become
more trouble-free or if it reflects more recent members’ shorter
time exposure to the system. Respondents also were more likely
to say they had encountered one or more of these issues if they
were more frequent bikeshare users. More than half (55%) of re-
spondents who made 11 or more Capital Bikeshare trips in the
past month had encountered a problem with the service, com-
pared with 37% of respondents who made just one or two Capital
Bikeshare trips in the past month.

Vii
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	Work Location
	Home Location
	(n = 4,931)
	District of Columbia
	Other *
	Ethnic Group

	Respondent Characteristic
	Home location
	 - Arlington County (n = 335)
	 - District of Columbia (n = 4,239)
	Sex
	- Male (n = 2,840)
	- Female (n = 2,327)
	Race / Ethnicity
	- White (n = 4,109)
	- Non-white (n = 992)
	Age
	- Under 25 years (n = 541)
	- 25 – 34 years (n = 2,156)
	- 35 – 44 years (n = 1,018)
	- 45 – 54 years (n = 491)
	- 55 and older (n = 253)
	Income
	- Under $50,000 (n = 1,214)
	- $50,000 - $99,999 (n = 1,816)
	- $100,000 - $150,000 (n = 1,003)
	- $150,000 or more (n = 952)
	Overall
	When Joined Capital Bikeshare
	Apr 2011-Jun 2011
	Jul 2011-Nov 2011

	Saw bikeshare station
	Referral from friend/family member
	Saw someone riding a Capital Bikeshare bike
	Living Social deal
	Blog 
	Newspaper or magazine article
	Capital Bikeshare website
	Washington Area Bicyclists Assoc. (WABA)
	Employer / information at work
	Previously member of Smartbike
	Newspaper or magazine ad
	Capital Bikeshare brochure
	Twitter
	Community event
	District DOT website
	Other *
	Respondent Characteristic
	When Joined Capital Bikeshare
	 - August 2010 to March 2011 (n = 2,589)
	 - April 2011 to June 2011 (n = 1,606)
	 - July 2011 to November 2011 (n = 1,175)
	Motivation to join Capital Bikeshare
	 - Save money on transportation (n = 2,471)
	 - Get around more easily, faster (n = 4,607)
	 - Like to bike, fun way to travel (n = 3,450)
	Respondent Characteristic
	Home jurisdiction
	- Arlington County, VA (n = 334)
	- District of Columbia (n = 4,254)
	- Montgomery / Prince George’s Co, MD (n = 230)
	Work jurisdiction
	- Arlington County, VA (n = 307)
	- District of Columbia (n = 3,948)
	- Montgomery / Prince George’s Co, MD (n = 329)
	Sex
	 - Male (n = 2,838)
	 - Female (n = 2,323)
	Age
	- 16 to 24 years old (n = 597)
	 - 25 to 34 years old (n = 2,822)
	 - 35 to 44 years old (1,017)
	 - 45 years and older (n = 743)
	Access to a personal vehicle
	 - Yes (n = 3,006)
	 - No (n = 2,337)
	Respondent Characteristic
	Personal / Non-work Trips
	- Social / entertainment 
	- Run errands, personal appointment
	- Go to a restaurant, meal
	- Shopping
	- Exercise, recreation
	Work-related trips
	- Go from work
	- Go to work
	- Go to a meeting 
	Respondent Characteristic
	Personal / Non-work Trips
	- Social / entertainment 
	- Run errands, personal appointment
	- Go to a restaurant, meal
	- Shopping
	- Exercise, recreation
	Work-related trips
	- Go from work
	- Go to work
	- Go to a meeting 
	Trip Purpose – 
	Most Recent Bikeshare Trip
	All trip purposes (n = 5,287)
	Personal / Non-work Trips
	- Social / entertainment (n = 1,137) 
	- Errands, appointment (n = 671)
	- Go to a restaurant, meal (n = 379)
	- Shopping (n = 207)
	- Exercise, recreation (n = 372)
	Work-related trips
	- Go from work (n = 977)
	- Go to work (n = 1,008)
	- Go to a meeting (n = 310)
	Capital Bikeshare Trips 
	0 trips
	1-2 trips
	3-5 trips
	6-10 trips
	11 or more trips
	Net reduction
	Commute Changes

	Respondent Characteristic
	Home jurisdiction
	- Arlington County, VA (n = 311)
	- District of Columbia (n = 3,995)
	- Montgomery / Prince George’s Counties, MD (n = 215)
	Work jurisdiction
	- Arlington County, VA (n = 301)
	- District of Columbia (n = 3,766)
	- Montgomery / Prince George’s Counties, MD (n = 325)
	Respondent Characteristic
	Sex
	 - Male (n = 2,669)
	 - Female (n = 2,158)
	Age
	- 16 to 24 years old (n = 519)
	 - 25 to 34 years old (n = 2,686)
	 - 35 to 44 years old (n = 969)
	 - 45 years and older (n = 673)
	Own a personal vehicle
	 - Yes (n = 2,784)
	 - No (n = 2,148)
	Resolution
	 - Did not call toll-free number
	 - Called toll-free number
	 - Yes, solved problem
	 - No, could not solve problem
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