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1.0 EXECUTIVE SUMMARY 

The 2025 Chicago Transit Authority (CTA) Customer Satisfaction Study provides updated 
insights into rider experiences and priorities across the CTA system. This study, funded and 
conducted in partnership with the Regional Transportation Authority (RTA), continues a long-
term effort to monitor customer satisfaction and inform service improvements. The 2025 survey 
marks the first major systemwide survey since regional travel patterns stabilized following the 
COVID-19 pandemic, and follows the previous study conducted in Spring 2022. 

A total of 10,216 surveys were collected between January and April 2025, including 8,480 online 
responses and 1,736 on-board completes. The sample reflects systemwide ridership by route 
and mode and was weighted to align with CTA-provided March 2025 ridership data. 

Overall satisfaction with CTA remains high but declined slightly, with 70% of riders reporting 
satisfaction, compared to 75% in 2022. Riders continue to give CTA strong marks for service 
availability (82% in 2025) and on-time performance (78% in 2025 vs. 72% in 2022), both key 
drivers of satisfaction. However, concerns about personal security on board (50% in 2025 vs. 
47% in 2022), cleanliness of vehicles (46% in 2025 vs. 49% in 2022), and the condition of 
infrastructure (66% in 2025 vs. 70% in 2022) remain top priorities for improvement. Additionally, 
satisfaction with announcements about delays dropped to 60%, down 6 percentage points from 
66% in 2022. 

The 2025 survey also reflects shifts in rider demographics and behaviors. Compared to 2022, 
2025 ridership includes a slightly higher proportion of older riders and those with higher 
incomes, potentially reflecting a shift in the rider segments returning to CTA service. More riders 
report using CTA for over 10 years (48% in 2025 vs. 37% in 2022), and telecommuting patterns 
continue to evolve with more full-time workers now telecommuting 1 to 2 days per week (27% in 
2025 vs. 13% in 2022). Use of digital tools to manage fare payments continues to rise, with 92% 
of riders using the Ventra App in 2025, up from 89% in 2022. 

Taken together, the results indicate that CTA continues to meet the needs of most riders while 
highlighting clear opportunities for targeted improvements. Focused action on security, 
cleanliness, infrastructure maintenance, and accuracy of real-time information will be key to 
sustaining rider satisfaction and strengthening system loyalty in the years ahead. 
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2.0 OBJECTIVES & BACKGROUND 

This report presents findings from the 2025 Chicago Transit Authority (CTA) Customer 
Satisfaction Study, conducted in March 2025 on behalf of the CTA and the Regional 
Transportation Authority (RTA). This survey is part of a coordinated regional effort to measure 
customer satisfaction across the six-county RTA service area, with comparable surveys also 
conducted by Metra and Pace. The CTA study builds directly on the most recent iteration 
conducted in Spring of 2022 and is the first to be fielded entirely in the post-pandemic era. 

The primary objective of the study is to track rider perceptions of service quality and customer 
experience across CTA’s bus and rail network. Findings are intended to inform service planning, 
identify areas for improvement, and support performance evaluation over time. By aligning key 
metrics with Metra and Pace, the study also contributes to a regional understanding of customer 
satisfaction with the Chicagoland transit system. 

The 2025 survey was conducted amid continued shifts in the transit landscape. Since 2020, 
CTA has faced significant disruptions due to the COVID-19 pandemic. Ridership dropped 
sharply that year and began a gradual recovery, though system-wide boardings in 2024 
remained below pre-pandemic levels—reaching about 68% of 2019 ridership, with bus at 77% 
and rail at 58%.1 To support recovery, CTA restored bus and rail service to pre-pandemic 
frequencies in 2024 and marked a major milestone with the opening of the Damen Green Line 
station near the United Center; the agency’s first new train station in over a decade.2 At the 
same time, CTA faced mounting fiscal challenges as federal COVID-19 relief funds began to 
wind down, with a funding gap expected once those funds are exhausted in 2026. 

Understanding rider perceptions in this evolving context is critical. The 2025 survey captures 
how customers are experiencing CTA service today—what is working, what is not, and what 
matters most as the system adapts to post-pandemic realities and fiscal pressures. 

To reach a broad and representative sample of CTA customers, the survey was distributed 
through both digital and in-person methods. On January 17, 2025, email invitations were sent to 
76,549 Ventra users who had recently used CTA services and opted in to receive 
communications. These contacts were stratified by train line and bus route group to reflect 
current ridership patterns. Paper surveys were distributed by trained field staff on board select 
buses and trains in March and early April 2025, with a focus on routes likely to be 
underrepresented in the email sample. Respondents could complete the survey during their 

 
1 “Annual Ridership Report,” Chicago Transit Authority, January 1, 2025, 
https://www.transitchicago.com/assets/1/6/2024_Annual_Ridership_Report.pdf. 
2 Melissa Myer, “Regional transit ridership hits post-pandemic high in 2024; 11 percent jump from 2023,“ 
January 28, 2025, https://www.rtachicago.org/about-rta/press-releases/regional-transit-ridership-hits-post-
pandemic-high-in-2024-11-percent-jump-from-2023. 

https://www.transitchicago.com/assets/1/6/2024_Annual_Ridership_Report.pdf
https://www.rtachicago.org/about-rta/press-releases/regional-transit-ridership-hits-post-pandemic-high-in-2024-11-percent-jump-from-2023
https://www.rtachicago.org/about-rta/press-releases/regional-transit-ridership-hits-post-pandemic-high-in-2024-11-percent-jump-from-2023
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ride, return it by mail, or access it online using a unique QR code and password. In total, 10,216 
responses were collected. 
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3.0 METHODOLOGY 

3.1 SURVEY DESIGN 
The questionnaire for the 2025 Chicago Transit Authority (CTA) Customer Satisfaction Survey 
(CSS) remains largely consistent with the 2022 version. This continuity enables more 
meaningful year-over-year comparisons, while incorporating updates to reflect current rider 
experiences and priorities. 

The survey began with questions about travel behavior, including how many days per week 
respondents ride CTA, when they ride (days and times), their typical trip purposes, and how 
they access and exit the system. Respondents were asked to answer based on their most 
typical trip, or the trip they take most often on CTA.  

At the core of the questionnaire was a set of 16 CTA-specific satisfaction questions and four 
regional questions related to the six-county Chicagoland area. While these items were not 
grouped into formal service dimensions in 2025, they continued to reflect key themes such as 
service delivery, communication, safety, comfort, cleanliness, and staff performance. 
Respondents rated each item on a 10-point scale from “Very Dissatisfied” to “Very Satisfied,” 
with an option to select “not applicable” (“n/a”) where relevant. Figure 1 shows an example of 
how the satisfaction section appeared to online respondents. 
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FIGURE 1: SCREENSHOT OF ATTRIBUTE SATISFACTION RATING QUESTION IN CTA WEB 
SURVEY 

 
The survey also asked riders about their likelihood of continuing to use CTA a year from now 
and whether they would recommend CTA service to others. These questions provide additional 
context for interpreting the satisfaction scores, as riders may express dissatisfaction with certain 
aspects of service while still feeling that CTA meets their overall expectations.  

Finally, respondents were asked demographic questions, including age, gender, English 
language ability, race and ethnicity, and income. As in previous years, incentive prizes were 
used to encourage participation. Respondents could enter a prize drawing for a chance to win 
one Grand Prize ($250 Visa gift card) or one of twenty Second Prizes ($50 Visa gift cards). 
Those who opted in provided their email address, which was checked for duplicates to ensure 
only unique entries were included. 

3.2 SAMPLING PLAN 
A sampling plan was developed using CTA ridership data from October 2024. The plan was 
structured around the bus route groups and train branches that CTA uses to summarize and 
categorize its network of bus routes and ‘L’ lines. 
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Online Sampling and Initial Response Monitoring 

The first phase of data collection focused on online outreach. On January 17, 2025, the first 
email invitation was sent to Ventra customers. Following this initial email blast, the study team 
monitored survey completions by bus route group and train branch to assess response rates 
and identify where additional outreach would be needed. 

Assignment of Surveys to Bus Route Groups and Train Branches 

The same eleven bus route groups and fifteen train branches were used as for prior iterations of 
the survey, allowing for consistency and year-over-year comparisons. 

The assignment was straightforward for the Brown, Orange, Pink, Purple, and Yellow lines, 
which each include only one branch. For the Blue, Green, and Red lines, which each have 
multiple branches, a respondent’s home ZIP Code was used to determine branch assignment 
(Figure 2, Figure 3, and Figure 4, respectively). Responses with ZIP Codes not shown on the 
branch maps were manually assigned to a branch based on any additional train or bus routes 
used. 

Several changes first introduced in prior years and maintained in the 2022 survey were also 
continued in 2025 to ensure consistency in analysis and comparability over time: 

• The merging of the Green line’s three southern branches – Ashland, East 63rd, and 
South Elevated – into one branch: “Green – South Branches” 

• The merging of the Midway Feeder bus route group with the South Side East-West 
group, as well as the Northwest Side Feeder bus route group with the North Side East-
West group 

• Splitting branches that pass through the Loop, including the Brown, Green, Orange, 
Pink, and Purple line branches proportionally into Loop and non-Loop ridership. This 
was done by allocating riders from the “Loop” proportionally to the branches. For 
instance, if the Green line accounted for 30% outside of Loop (among Loop-lines), 30% 
of Loop riders were associated with the Green line inside the Loop.3 

 
3 CTA typically reports the Loop as its own rail branch; however, the 2025 sampling plan did not include 
the Loop as a standalone branch, so survey respondents who indicated using a Loop station as their 
most common station were proportionally allocated to the relevant branches. 
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FIGURE 2: GEOGRAPHIC BRANCH ASSIGNMENTS FOR BLUE LINE 

 

FIGURE 3: GEOGRAPHIC BRANCH ASSIGNMENTS FOR GREEN LINE 
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FIGURE 4: GEOGRAPHIC BRANCH ASSIGNMENTS FOR RED LINE 

 

Onboard Sample Size Targets 
Based on CTA’s ridership and satisfaction levels from past Customer Satisfaction Surveys, the 
study set a target of 296 completed surveys per bus route group and train branch. At previous 
satisfaction levels (74%), this target supports comparisons at a 95% confidence interval with a 
5% margin of error. 

To identify where on-board recruiting was needed to meet this goal, the team reviewed 
projected response counts from the online email campaign while developing the sampling plan. 
The intercept distribution plan was then adjusted to fill gaps where online outreach was 
expected to fall short, focusing on bus groups and train branches with enough ridership to 
realistically reach the target. 

Since bus riders account for about 60% of total system ridership and rail riders about 40%, 
resources were allocated proportionally. Groups representing 0–1% of total ridership did not 
receive significant paper distribution. Because the email sample skewed slightly more white, 
less Hispanic, and higher income than the system overall, the team distributed more surveys in 
areas with typically lower response rates such as parts of the service area that have lower 
household income to balance the sample, while still aligning with ridership patterns and sample 
size goals. 
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3.3 SURVEY ADMINISTRATION 
Online Recruitment 
The online survey was fielded from January 17 to April 17, 2025. On January 17, email 
invitations were sent to 76,549 Ventra users who had used CTA in the past three months and 
had agreed to receive surveys. Three reminder emails were sent to non-respondents on 
January 27, February 4, and March 6. Each email included a unique link to prevent multiple 
submissions. 

The survey was programmed using Jibunu, an online survey platform, which allowed for a 
customized experience that improved data quality and reduced respondent fatigue. The online 
version was available in English, Spanish, Chinese, Polish, and Arabic, and mirrored the paper 
surveys to ensure consistent responses across formats. 

Onboard Recruitment 
Before onboard surveying began, surveyors and supervisors attended a training session on 
March 7, 2025, led by RSG staff to review processes and expectations. RTA’s project manager 
and a CTA staff member also attended. From March 8 to April 4, 2025, surveyors collected on-
board surveys and worked shifts assigned according to a sampling plan designed to cover 
routes and trains at various times of day and days of the week, rather than specific runs or exact 
times.  

Riders could complete the paper survey on-board and return it to a surveyor, mail it back 
postage-paid, or complete it online using the link and unique password printed on the cover. 
Mail-in responses were accepted through April 11, 2025. To boost response rates, surveyors 
encouraged riders to fill out the survey while riding. The unique password ensured each rider 
could respond only once. 

Paper surveys were offered in English and Spanish, with English, Spanish, Polish, Chinese and 
Arabic versions available online. The paper survey also included instructions in Spanish, 
Chinese, Polish, and Arabic for accessing the online survey. By the end of fielding, surveyors 
had distributed 14,323 questionnaires. Figure 5 shows the survey’s first page, which includes 
instructions and prize details. 
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FIGURE 5: FIRST PAGE OF CTA PAPER SURVEY 

 

3.4 DATA CLEANING  
Before weighting and analysis, the study team carefully merged the paper and web survey data. 
A key step was translating each respondent’s primary bus route or train line so responses could 
be grouped into a single route group or branch—the target variable for weighting and 
expansion. Respondents were first categorized based on their answer to: “Please indicate which 
one CTA bus route OR train line you spend the MOST time on.” If no primary route was given, 
the first additional bus route or train line reported was used. For paper surveys where 
respondents listed both a bus and train or left the item blank, other route information was 
reviewed to determine a likely primary mode. If no usable information was available, the 
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respondent’s unique survey password was matched to surveyor count sheets to assign the 
route or line where the survey was collected. 

After extensive cleaning, 1,736 completes from the onboard recruitment were determined valid; 
this number includes those intercept respondents who completed the survey on paper and 
those who received a paper survey but completed it online; invalid surveys are excluded from 
the results. Once processing and expansion were complete, the team merged variables that 
remained consistent with 2022 data. For questions with changed answer options, they collapsed 
categories into broader ranges to enable comparisons over time. 

3.5 DATA WEIGHTING AND EXPANSION 
The study team weighted and expanded the data to ridership counts to ensure that the survey 
sample accurately reflects CTA’s traveling population. Initial weights were calculated using 
aggregated March 2025 ridership data provided by CTA to align the proportion of survey 
responses per bus route group or train branch with actual ridership during this time period. For 
train lines that pass through the Loop, including the Brown, Green, Orange, Pink, and Purple 
Lines, Loop ridership was allocated proportionally across branches.4 For example, if the Green 
Line accounted for 30% of non-Loop ridership among these lines, then 30% of Loop riders were 
assigned to the Green Line as well.  

Final expansion adjusted each respondent’s weight proportionally so that the combined total 
reflects CTA’s average weekly ridership for March 2025. This approach ensures that results 
fairly represent the overall CTA rider population and incorporates weekend activity: the study 
team calculated an average daily ridership figure (weekday weighted by its share of the week, 
plus Saturday and Sunday) and multiplied it by seven to produce an “average week.” A similar 
weekly weighting approach was used for all Service Boards to preserve consistency and 
methodological comparability. All analyses in this report rely on these final expanded weights to 
best represent the entire CTA system.  

 
4 CTA typically reports the Loop as its own rail branch; however, the 2025 sampling plan did not include 
the Loop as a standalone branch, so Loop ridership was proportionally allocated to the relevant branches 
to ensure that this important ridership was fully captured. 
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TABLE 1: DATA EXPANSION TABLE 

 GROUP OR BRANCH 

AVERAGE 
WEEKLY 

RIDERSHIP 
(MARCH 

2025) 

PROPORT-
ION OF 

RIDERSHIP 
(MARCH 

2025) 

UN- 
WEIGHTED 

SAMPLE 

UN- 
WEIGHTED 

SAMPLE 
PROPOR-

TION 

WEIGHT 

B
us

 G
ro

up
s 

Downtown 14,950  <1% 102 1% 0.26 
Evanston 21,512  <1% 100 1% 0.39 
Far South Side 123,361  2% 203 2% 1.09 
North Side East-West 492,371  9% 555 5% 1.60 
North Side Lake Shore 
Drive 156,466  3% 340 3% 0.83 

North Side Downtown 301,840  5% 507 5% 1.07 
North-South 
Crosstown 904,131  16% 1278 13% 1.27 

South Side East-West 431,783  8% 528 5% 1.47 
South Side Lake 
Shore Drive 117,244  2% 440 4% 0.48 

South Side Downtown 269,673  5% 496 5% 0.98 
West Side East-West 542,906  10% 704 7% 1.39 
Special 18,935  <1% 27 <1% 1.26 

Tr
ai

n 
Br

an
ch

es
 

Blue – Dearborn 
Subway 120,252  2% 43 <1% 5.03 

Blue – Forest Park 74,957  1% 277 3% 0.49 
Blue – O’Hare 318,429  6% 1004 10% 0.57 
Brown 340,239  6% 697 7% 0.88 
Green – Lake 182,250  3% 333 3% 0.99 
Green – South 
Branches 59,933  1% 194 2% 0.56 

Orange 153,520  3% 468 5% 0.59 
Pink – Cermak 105,244  2% 311 3% 0.61 
Purple – Evanston 46,370  1% 153 1% 0.55 
Red – Dan Ryan 122,231  2% 450 4% 0.49 
Red – North Main 518,903  9% 906 9% 1.03 
Red – State Subway 231,507  4% 74 1% 5.63 
Yellow – Skokie 6,677  <1% 26 <1% 0.46 

 Total 5,675,686 100% 10,216 100% -- 

*Note: Final weighted proportion matched the ridership proportion. At the 95% confidence level, the 
margin of error for the overall 2025 satisfaction results is ±0.88%. 
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3.6 RESPONSE RATES 
In total, 10,216 respondents completed a usable survey. To be counted as usable, each survey 
had to be linked to a bus group or train branch. The team sent email invitations to 76,549 valid 
addresses, yielding 8,480 completed surveys, an 11.1% response rate. Additionally, surveyors 
distributed 14,323 paper surveys on board, resulting in 1,736 usable surveys for a 12.1% 
response rate. 

Most riders who received a paper survey returned it in person or by mail; however, 753 of these 
respondents chose to complete the survey online instead of using the printed form. 

In total, 337 surveys (3.3%) were completed in a language other than English: 298 in Spanish, 
27 in Chinese, 8 in Polish, and 4 in Arabic. Final counts by recruitment type (on-board intercept 
or email invitation) and completion method (paper or online) appear in Table 2. 

For a detailed breakdown of completes by group or branch and recruitment method, see 
Appendix A. 

TABLE 2: SURVEY COMPLETES BY RECRUITMENT AND COMPLETION METHOD 
RECRUITMENT 

METHOD 
PAPER 

COMPLETES 
WEB COMPLETES TOTAL 

Email -- 8,480 8,480 
On-board 983 753 1,736 

Total 983 9,233 10,216 
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4.0 RESULTS 

This section highlights key findings from the 2025 CTA CSS, including travel behavior, 
satisfaction with service attributes, and rider demographics. When possible, these findings are 
compared with results from Spring 2022 to show changes over time. 

4.1 DEMOGRAPHICS 
As in 2022, the 2025 ridership skews younger, though there were some shifts across age 
groups. Riders aged 18 to 24 made up 10% of riders in 2025, a 6 percentage point decrease 
from 16% in 2022. The share of riders aged 25 to 34 declined slightly by 1 percentage point, 
from 29% to 28%. Older age brackets continued to represent a smaller portion of the sample, 
though they saw slight increases: riders aged 55 to 64 rose by 1 percentage point (from 11% to 
12%), and the share of riders aged 65 and older also increased, from 8% to 13% (Figure 6).  

FIGURE 6: AGE BY YEAR 

 
Total, n = 19,707; 2025, n = 10,145; 2022, n = 9,562 
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The gender distribution of riders in 2025 is nearly identical to that of 2022. Women continue to 
make up the majority of the sample (55%), while men represent 41%. Riders identifying as non-
binary remained steady at 3%, the same as in 2022 (Figure 7).  

FIGURE 7: GENDER BY YEAR 

 
Total, n = 19,695; 2025, n = 10,121; 2022, n = 9,574 

In 2025, 33% of CTA riders reported living alone, a 6 percentage point increase from 27% in 
2022. Two-person households remained steady at around one-third in both years. Larger 
households saw slight declines, with fewer riders in 2025 reporting that they lived in homes with 
three or more people (Figure 8).  

FIGURE 8: HOUSEHOLD SIZE BY YEAR 
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In 2025, 75% of CTA riders reported having no children in the household, a 4 percentage point 
increase from 71% in 2022. Households with one or two children represented most of the 
remainder in both years, while only a small share of riders reported having three or more 
children living in the household (Figure 9).  

FIGURE 9: NUMBER OF CHILDREN IN HOUSEHOLD BY YEAR 
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Car ownership among CTA riders remains limited. In 2025, 44% of riders reported having zero 
vehicles in their household, a 3 percentage point increase from 41% in 2022. Households with 
one vehicle rose slightly to 40%, up from 38% in 2022 (Figure 10).  

FIGURE 10: NUMBER OF VEHICLES IN HOUSEHOLD BY YEAR 

 
Total, n = 19,260; 2025, n = 9,908; 2022, n = 9,352 
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FIGURE 11: CAR AVAILABILITY BY YEAR 
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The 2025 sample included a higher proportion of White riders (46%), a 10 percentage point 
increase from 36% in 2022. The share of Black or African American riders decreased by 5 
percentage points, from 32% to 27%, while Hispanic or Latino riders declined slightly by 3 
percentage points, from 25% to 22%. Asian riders increased by 2 percentage points, from 7% to 
9%. A new category, Middle Eastern or North African, was added in 2025, accounting for 1% of 
the sample. Other groups, including American Indian or Alaska Native, Native Hawaiian or 
Pacific Islander, and some other race, remained relatively consistent between years (Figure 12). 

FIGURE 12: RACE AND ETHNICITY BY YEAR 

 
Total, n = 19,595; 2025, n = 10,000; 2022, n = 9,595 
*Note: “Middle Eastern or North African” was a new category in the 2025 survey. Respondents could 
select all options that applied 
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English remains the most common language spoken in rider households. In 2025, 87% of riders 
reported English as their primary household language, a 2-percentage point increase from 
85%in 2022. Spanish remained the second most common language, cited by 8% of riders in 
2025, a 3 percentage point decline from 11% in 2022. Chinese held steady at 1% in both years. 
Other languages, including Korean, Polish, Tagalog, Hindi, Urdu, Arabic, Russian, French, and 
Gujarati, together accounted for 3% of riders in 2025, consistent with 2022. Each of these 
languages individually represented less than 1% of responses (Figure 13).  

FIGURE 13: PRIMARY LANGUAGE SPOKEN IN HOUSEHOLD BY YEAR 

 
Total, n = 19,703; 2025, n = 10,096; 2022, n = 9,607 
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In 2025, 92% of riders reported speaking English “very well” or “well,” a 3 percentage point 
increase from 89% in 2022. Two percent said they speak English “not well,” consistent with 
2022, and fewer than 1 percent reported speaking English “not at all” (Figure 14).  

FIGURE 14: ENGLISH ABILITY BY YEAR 

 
Total, n = 19,733; 2025, n = 10,136; 2022, n = 9,597 
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across both years. A small share, 3% in each year, reported that they do not speak English at 
all (Figure 15). 

FIGURE 15: ENGLISH ABILITY BY YEAR AMONG HOUSEHOLDS THAT DO NOT PRIMARILY 
SPEAK ENGLISH 
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CTA riders in 2025 reported higher levels of educational attainment compared to 2022. The 
share of riders with a college degree increased by 7 percentage points, from 27% to 34%, while 
those with a post-graduate degree rose by 6 points, from 20% to 26%. At the same time, the 
proportion of riders with some college or technical school declined by 7 points, from 28% to 
21%. Riders with a high school diploma or less also decreased, indicating a shift between 2022 
and 2025 toward a more educated rider base (Figure 16).  

FIGURE 16: EDUCATION STATUS BY YEAR 

 
Total, n = 19,730; 2025, n = 10,128; 2022, n = 9,602 
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Employment status of CTA riders in 2025 shows little change from 2022. Full-time employment 
remained the largest category at 58%, a 3 percentage point increase from 55% in 2022. Part-
time employment held approximately steady at 10% (12% in 2022), while the share of riders 
who identified as students declined by 6 percentage points, from 16% to 10% (Figure 17).  

FIGURE 17: EMPLOYMENT STATUS BY YEAR 

 
Total, n = 19,717; 2025, n = 10,113; 2022, n = 9,604 
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A new question in 2025 asked riders whether they had a checking or savings account in the 
past year. This question was added to better understand riders’ financial access and how it may 
affect their ability to use cashless or account-based fare payment systems. The vast majority 
(91%) reported having an account, but 9% reported that they did not (Figure 18). 

FIGURE 18: CHECKING OR SAVINGS ACCOUNT (2025 ONLY) 

 
n = 10,068 
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FIGURE 19: HOUSEHOLD INCOME (2025 ONLY) 
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Household income comparisons with 2022 are shown at the most detailed level possible, 
though these comparisons are limited due to differences in the income ranges that were used in 
the 2025 and 2022 surveys. In 2025, 43% of riders reported incomes between $20,000 and 
$74,999, a 7 percentage point decrease from 50% in 2022. The share of riders in higher-income 
brackets increased, with 16% reporting incomes of $150,000 or more in 2025, up 7 points from 
9% in 2022 (Figure 20). 

FIGURE 20: HOUSEHOLD INCOME BY YEAR 

 
Total, n = 19,058; 2025, n = 9,691; 2022, n = 9,367 
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Whether or not a household receives SNAP (Supplemental Nutrition Assistance Program) 
benefits was a new question in the 2025 survey. Overall, 15% of riders reported receiving SNAP 
benefits, while 80% said they do not. An additional 4% were unsure or did not know (Figure 21). 

FIGURE 21: SNAP BENEFITS (2025 ONLY) 

 
n = 9,670 

In 2025, 16% of riders reported having a disability, a 6 percentage point increase from 10% in 
2022. The majority of riders in both years reported no disability (Figure 22). 

FIGURE 22: DISABILITY STATUS BY YEAR 
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comparable and should be interpreted with caution. 
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The most commonly self-reported conditions were difficulty seeing (6%), mobility issues (5%), 
followed by trouble remembering (3%), trouble regulating emotions (3%), and difficulty hearing 
(3%). This question was new in the 2025 survey and was not asked in 2022. (Figure 23).  

FIGURE 23: DISABILITY TYPE (2025 ONLY) 

 
n = 9,950 
*Note: Respondents could select all options that applied. 
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information, compared to 45% in 2022 (Figure 24).  

FIGURE 24: USE OF MOBILE DEVICES BY YEAR 
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*Note: Respondents could select all options that applied. 
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4.2 GENERAL RIDERSHIP 
In 2025, the majority of CTA riders reported using transit to commute between home and work 
(67%), followed by personal errands (56%), recreation or entertainment (47%), and shopping 
(45%). Smaller shares rode for medical or dental appointments (39%), airport trips (25%), 
school commutes (18%), or business-related work (15%), and 3% of riders selected another trip 
purpose (Figure 25). 

FIGURE 25: PURPOSE(S) OF USING CTA BY YEAR (2025 ONLY) 

 
Total, n = 19,661; 2025, n = 10,202; 2022, n = 9,459 
*Note: Respondents could select all options that applied. 
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Compared to 2022, fewer 2025 riders cited lack of access to a car or inability to drive as 
reasons for using CTA. In 2025, 28% of riders said they ride CTA because they do not have a 
car available, down from earlier levels, and 15% said they can’t or don’t know how to drive. At 
the same time, a growing share of riders (26%) reported that they do have access to a car but 
prefer to take the bus or train for certain trips. As in 2022, 13% of riders indicated that they 
generally prefer to use transit for most purposes but still rely on a car for special or occasional 
trips (Figure 26). 

FIGURE 26: PRIMARY REASON FOR RIDING CTA BY YEAR 

 
Total, n = 19,864; 2025, n = 10,144; 2022, n = 9,720 
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In 2025, nearly half of riders (48%) reported riding CTA for more than 10 years, an 11 
percentage point increase from 37% in 2022. Newer riders, defined as those with less than one 
year of experience, made up a smaller share in 2025 at 5%, down from 9% in 2022. The 
distribution of riders with 1 to 10 years of experience remained relatively consistent across both 
years (Figure 27). 

FIGURE 27: REGULAR RIDER DURATION BY YEAR 

 
Total, n = 19,914; 2025, n = 10,196; 2022, n = 9,718 
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CTA ridership frequency in 2025 remained similar to 2022, with some slight shifts. Daily riders 
(7 days per week) increased by 2 percentage points, from 15% to 17%, while the share of riders 
using CTA 5 days per week declined by 5 percentage points, from 29% to 24%. Riders using 
the system less frequently, between 1 and 4 days per week, showed minimal change. The 
share of very occasional riders, defined as those riding 1 day per month or less, increased 
slightly from 1% to 4% (Figure 28). 

FIGURE 28: FREQUENCY OF CTA USE BY YEAR 

 
Total, n = 19,915; 2025, n = 10,181; 2022, n = 9,734 
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In 2025, riders reported the days they typically use CTA. Usage was highest on weekdays, with 
77 to 79% riding Tuesday through Friday and 72% riding on Monday. Weekend use was lower, 
with 60% reporting riding on Saturdays and 43% on Sundays. This question was asked 
differently in 2025 and is not directly comparable to previous years (Figure 29). 

FIGURE 29: DAYS USED (2025 ONLY) 

 
n = 10,194 
*Note: Respondents could select all options that applied. 
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Figure 30 shows the times of day when riders typically use CTA. Ridership was highest during 
the afternoon peak (3 p.m. to 6 p.m.), with 70% of riders reporting use during this time. Midday 
(9 a.m. to 3 p.m.) and the morning peak (6 a.m. to 9 a.m.) were also common, at 58% and 53% 
respectively. Half of the riders reported riding between 6 p.m. and 9 p.m., while late-night and 
early morning use was less frequent. As with Figure 29, this question was asked differently in 
2025 and is not directly comparable to previous years. 

FIGURE 30: TIMES USED (2025 ONLY) 

 
n = 10,192 
*Note: Respondents could select all options that applied. 
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Walking remained the primary way riders accessed CTA in 2025, with 92% reporting they 
walked to their CTA trip, a 4 percentage point increase from 88% in 2022. Other access modes, 
such as driving alone, getting dropped off, or using services like Uber or Lyft, remained minimal 
and largely consistent with prior years (Figure 31).  

FIGURE 31: ACCESS MODE BY YEAR 

 
Total, n = 19,899; 2025, n = 10,193; 2022, n = 9,706 
*Note: “Get dropped off” was a new category in the 2025 survey. 
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In 2025, nearly all riders (94%) reported walking from their CTA stop to their final destination, a 
4 percentage point increase from 90% in 2022. Other options, such as transfers to  Metra or 
Pace, rideshare services, or driving, accounted for only a small share of responses (Figure 32). 

FIGURE 32: EGRESS MODE BY YEAR 

 
Total, n = 19,883; 2025, n = 10,182; 2022, n = 9,701 
*Note: “Get picked up” was a new category in the 2025 survey. 
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When asked what they would do if their current CTA bus or train were unavailable, 31% of 
riders said they would take a different CTA bus, and 21% would use Uber, Lyft, or a similar 
service. Ten percent said they would drive alone, and another 10% would switch to a different 
CTA train. A smaller share indicated they would walk, bike, use Metra or Pace, or get picked up. 
Three percent said they would not be able to make the trip (Figure 33). 

FIGURE 33: ALTERNATIVE MODE (2025 ONLY) 
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In 2025, 36% of riders reported making no transfers on a typical one-way trip, a 9 percentage 
point increase from 27% in 2022. An additional 37% reported making one transfer, up slightly 
from 33% in 2022. Riders making two or more transfers declined, with 19% reporting two 
transfers, down 9 points from 28%, and 8% reporting three or more transfers, a 3 point 
decrease from 11% (Figure 34). 

FIGURE 34: NUMBER OF TRANSFERS BETWEEN CTA ROUTES BY YEAR  

 
Total, n = 19,661; 2025, n = 10,182; 2022, n = 9,479 
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Telecommute and Transit Benefits 
This section focuses on full-time employed riders, examining both telecommuting frequency and 
the availability of employer-provided transit benefits. 

Among full-time employed riders, the share of full-time workers telecommuting 1 to 2 days per 
week more than doubled, increasing from 13% to 27%. Further, 27% of riders in 2025 reported 
that their employer does not allow telecommuting, an 11-percentage point decrease from 38% 
in 2022. Those working remotely 3 to 4 days or 5 or more days per week remained relatively 
stable across both years. Few riders reported telecommuting only a few days per year or not at 
all (Figure 35). 

FIGURE 35: FREQUENCY OF TELECOMMUTING AMONG FULL TIME EMPLOYED RIDERS BY 
YEAR 

 
Total, n = 10,125; 2025, n = 4,904; 2022, n = 5,221 
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Among full-time employed riders who telecommute, the vast majority (88%) reported working 
from home. Nine percent reported traveling to another downtown location to telecommute, while 
7% telecommuted from a non-downtown location. This question was new in the 2025 survey 
and was not asked in 2022 (Figure 36). 

FIGURE 36: TELECOMMUTE LOCATION AMONG FULL TIME EMPLOYED RIDERS (2025 ONLY) 
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Figure 37 shows employer-provided transit benefits among full-time employed riders. In 2025, 
37% reported receiving pre-tax transit benefits, a 10 percentage point increase from 27% in 
2022. The shares receiving direct money toward transit fares (6%) and free transit passes (3%) 
remained unchanged. Pre-tax parking benefits were introduced as a new response option in 
2025 and were reported by 8% of riders. The proportion of riders selecting “none of the above” 
declined from 59% in 2022 to 42% in 2025, while 15% indicated that the question was “not 
applicable.” 

FIGURE 37: TRANSIT BENEFITS AMONG FULL TIME EMPLOYED RIDERS BY YEAR 

 
Total, n = 11,627; 2025, n = 6,034; 2022, n = 5,593 
*Note: “Pre-tax parking benefit” was a new category in the 2025 survey. Respondents could select all 
options that applied. 
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Fare Payment 
In both 2025 and 2022, the majority of riders reported paying full fare (78% in 2025 and 77% in 
2022). The share of riders paying a reduced fare increased slightly by 3 percentage points, from 
7% to 10%. Use of the U-Pass declined by 3 percentage points, from 8% to 5%, while the share 
of riders using student fares dropped from 6% to 3%. Riders traveling for free increased from 
2% in 2022 to 4% in 2025 (Figure 38). 

FIGURE 38: FARE LEVEL BY YEAR 

 
Total, n = 19,693; 2025, n = 10,076; 2022, n = 9,563 

78%

10%

5%

4%

3%

77%

7%

8%

2%

6%

0% 20% 40% 60% 80% 100%

Pay full fare

Pay reduced fare

Use a U-Pass

Ride for free

Pay student reduced fare

2025 2022



CTA 2025 Customer Satisfaction Study 

42 

 

Among riders who do not ride for free or use a U-Pass, 53% reported paying per ride or not 
typically using a pass in 2025, similar to 51% in 2022. Use of the 30-Day CTA/Pace Pass 
increased by 4 percentage points, from 19% to 23%, while the share using a 7-Day Pass 
declined by 8 percentage points, from 22% to 14%. The Regional Connect Pass was introduced 
as a new option in 2025 and was selected by 3% of riders. The Metra Link-Up Pass was only 
offered as a response option in 2022. Other pass types, including the 1-Day and 3-Day 
CTA/Pace Passes, accounted for smaller shares in both years (Figure 39). 

FIGURE 39: PASS USED BY YEAR 

 
Total, n = 16,700; 2025, n = 8,824; 2022, n = 7,876 
*Note: “Metra Link-up Pass” was not an option in the 2025 survey. “Regional Connect Pass” was a new 
category in the 2025 survey. 
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Among riders who do not use a U-Pass or ride for free, the Ventra Card or Virtual Ventra Card 
remained the primary payment method in 2025, used by 92% of riders, a 3 percentage point 
increase from 89% in 2022. Mobile pay apps were used by 4% of riders in both years. Tapping 
to pay with a credit or bank card was introduced as a new option in 2025 and was used by 1% 
of riders. Other methods, such as paying cash on the bus or using a single-trip ticket, accounted 
for very small shares of payment in both years (Figure 40). 

FIGURE 40: FARE PAYMENT METHOD BY YEAR 

 
Total, n = 17,851; 2025, n = 9,164; 2022, n = 8,687 
*Note: “Tap to pay with credit or bank card” was a new option in the 2025 CSS survey. 
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Among riders who use a Ventra Card or Virtual Ventra Card to pay for their fare on a typical trip, 
most (77%) reported using the Ventra App to add value or passes in 2025, a 15 percentage 
point increase from 62% in 2022. Use of VentraChicago.com declined slightly, from 9% in 2022 
to 7% in 2025. Use of train station vending machines or transportation center kiosks dropped 
substantially, from 17% to 7%, a 10 percentage point decrease. Fewer riders reported adding 
value at retail locations, which declined from 7% to 2%. Use of employer transit benefit 
programs remained relatively stable at 5% in 2025, compared to 4% in 2022. Other methods 
accounted for just 1% in both years (Figure 41). 

FIGURE 41: VENTRA REFILL METHOD BY YEAR 

 
Total, n = 16,490; 2025, n = 8,549; 2022, n = 7,941 
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4.3 SATISFACTION 
The following section presents rider satisfaction across a range of service attributes. 

Overall satisfaction with CTA remained high but declined slightly in 2025. Seventy percent of 
riders reported being satisfied with CTA, a 5 percentage point decrease from 75% in 2022 
(Figure 42). 

FIGURE 42: OVERALL SATISFACTION BY YEAR  
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Figure 43 details satisfaction among CTA riders across several service delivery attributes. In 
2025, riders were most satisfied with service availability when and where they need to go (82%), 
a new item added in 2025. Riders were also satisfied with getting to their destination on time 
(78%). Satisfaction with total travel time stood at 77%, and 77% of riders also reported being 
satisfied with the value of service for the fare paid. 

 “Transfers (waiting time and reliability),” a new item in 2025, received a lower satisfaction rating 
of 64%. Satisfaction with the amount of time between buses and trains improved slightly in both 
rush hour (67% in 2025 compared to 61% in 2022) and non-rush hour (61% in 2025 compared 
to 55% in 2022). Taken together, among those item assessed in both years, except for value of 
the service for the fare paid all items saw increases in satisfaction.  

FIGURE 43: SERVICE DELIVERY SATISFACTION BY YEAR 

 
Total, n = 10,906 to 14,657; 2025, n = 5,774 to 8,257; 2022, n = 4,917 to 6,903 
*Note: “Service available when and where you need to go” and “Transfers (waiting time and reliability)” 
were new attributes in the 2025 survey. 
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Riders reported 72% satisfaction with real-time train arrival information compared to 69% in 
2022, and 61% satisfaction with real-time bus arrival information compared to 64% in 2022. 
Satisfaction with announcements regarding delays at stations declined by 6 percentage points, 
from 66% in 2022 to 60% in 2025 (Figure 44). 

FIGURE 44: INFORMATION SATISFACTION BY YEAR 

 
Total, n = 8,218 to 18,608; 2025, n = 5,815 to 6,859 ; 2022, n = 5,402 to 5,863 
*Note: In 2022, “Real-time arrival information for the train” was phrased “Accuracy of CTA Train Tracker,’ 
and “Real-time arrival information for the bus” was phrased “Accuracy of CTA Bus Tracker.” 
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FIGURE 45: EMPLOYEE PERFORMANCE SATISFACTION BY YEAR 

 
Total, n = 16,608 to 18,427; 2025, n = 6,449 to 7,899; 2022, n = 6,270 to 7,216 

In 2025, 54% of riders reported being satisfied with their personal security at the bus stop or 
train station, a 5 percentage point increase from 49% in 2022. Satisfaction with personal 
security on the bus or train was 50% in 2025, up 3 percentage points from 47% in 2022. 
However, in 2022 this question was phrased in terms of “safety” rather than “security,” so the 
results may not be directly comparable (Figure 46). 

FIGURE 46: PERSONAL SECURITY SATISFACTION BY YEAR 

 

 
Total, n = 18,833 to 19,045; 2025, n = 4,890 to 5,302; 2022, n = 4,107 to 4,349 
*Note: In 2022, this question referred to “safety” rather than “security.” Results are not directly comparable 
and should be interpreted with caution. 
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Cleanliness ratings for bus and train interiors declined slightly in 2025, dropping from 49% in 
2022 to 46% in 2025 (Figure 47).  

FIGURE 47: CLEANLINESS OF BUS/TRAIN INTERIOR SATISFACTION BY YEAR 

 
Total, n = 19,579; 2025, n = 10,061; 2022, n = 9,518 
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continue riding a year from now and 81% indicating they would recommend CTA to others. 
While likelihood to continue riding was not asked in 2022, recommendation levels remained 
stable (82% in 2022 vs. 81% in 2025; Figure 48). 

FIGURE 48: LIKELIHOOD TO... 
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*Note: Likelihood to “Continue to ride a year from now” was a new question in the 2025 survey. 
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Regionwide Satisfaction 
Riders’ satisfaction with public transportation across the six-county Chicago region remained 
generally positive in 2025 but showed slight declines compared to 2022. Satisfaction with the 
availability of service was 76%, down 3 percentage points from 79%, and ease of transferring to 
other transit services was rated at 75%, a 2-point decrease from 77%. Satisfaction with the 
condition of the transit infrastructure declined by 4 points, from 70% to 66%, while overall 
satisfaction with public transportation in the region dropped slightly from 75% to 72%, a 3-point 
decrease (Figure 49). 

FIGURE 49: REGIONAL SATISFACTION BY YEAR 

 
Total, n = 16,377 to 18,647; 2025, n = 6,461 to 6,836; 2022, n = 6,133 to 6,742 
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For the 2025 analysis, individual and regional service attributes were modeled as predictors of 
overall satisfaction with CTA. A multiple regression model used a backward selection process, 
starting with all explanatory variables, twelve service attributes and two regional attributes, and 
systematically removing those that did not significantly explain overall satisfaction. Overall 
measures such as value of service for fare paid were excluded from the explanatory list. At each 
step, non-significant predictors were removed and the model re-estimated. The final model, with 
an adjusted R² of 0.73, retained fourteen of the original fifteen attributes, each significantly 
influencing riders’ satisfaction with CTA (Figure 50). The magnitude of each derived importance 
coefficient indicates how strongly that attribute shapes overall satisfaction. 

FIGURE 50: 2025 DERIVED IMPORTANCE COEFFICIENTS 
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As shown in Figure 39, having service available when and where riders need to go is the most 
important factor in determining overall satisfaction with CTA. The condition of transit 
infrastructure ranks second, followed by personal security on the bus or train and accuracy of 
real-time arrival information for the train. 

4.5 QUADRANT CHART 
The quadrant chart maps the derived importance and satisfaction of the seventeen service and 
regional attributes identified above. This approach highlights where CTA can focus efforts to 
maximize customer satisfaction. The chart plots importance on the Y-axis and satisfaction on 
the X-axis, splitting both axes at their means to create four quadrants. 

Table 3 outlines what each quadrant represents, and the appropriate action required by CTA to 
maximize customer satisfaction. 

TABLE 3: UNDERSTANDING QUADRANT CHARTS 

Quadrant Location 
Satisfaction 

Level 
Importance Action 

1 Top left Relatively low Relatively high Attributes for improvement 
2 Top right Relatively high Relatively high Attributes to maintain 
3 Bottom left Relatively low Relatively low Attributes to monitor 

4 Bottom right Relatively high Relatively low Attributes with no immediate 
action 

Figure 51 includes attributes that are both important to riders and performing above the mean in 
satisfaction. CTA is currently meeting expectations for service availability when needed, 
accuracy of real-time arrival information for the train, and getting to one’s destination on time. 
These attributes appear in the top-right quadrant of the chart, indicating that they are both high 
in derived importance and rated above average in satisfaction. Maintaining strong performance 
in these areas will be critical to sustaining overall satisfaction. 

The top-left quadrant highlights attributes that are important to riders but have satisfaction 
scores below the mean, signaling clear priorities for improvement. Riders identified personal 
security on the bus or train and cleanliness of bus and train interiors as ongoing concerns. Both 
have consistently appeared as top priorities in previous surveys, and their continued placement 
in this quadrant emphasizes the need for renewed and focused action. In 2025, condition of the 
transit infrastructure and accuracy of real-time arrival information for the bus also fall into this 
quadrant, further reinforcing areas where CTA can make meaningful improvements.  
Addressing these issues presents a significant opportunity to enhance the rider experience and 
increase overall satisfaction with CTA service. 
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FIGURE 51: KEY DRIVERS OF OVERALL SATISFACTION QUADRANT CHART 
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5.0 CONCLUSION 

The 2025 survey results reflect a transit system that continues to evolve in response to shifting 
rider demographics, travel patterns, and expectations. As in 2022, CTA riders skew younger, 
though the proportion of older riders increased slightly this year. Riders continue to rely on CTA 
for a range of purposes, with work commutes remaining the most common trip type. Personal 
errands, recreation, and shopping also remain key reasons for using CTA, underscoring the 
system’s role in supporting a variety of daily needs. 

Overall satisfaction with CTA remains high at 70%, though slightly lower than the 75% reported 
in 2022. Riders continue to express strong loyalty, with the vast majority saying they plan to 
keep riding and would recommend CTA to others. Satisfaction with key service elements, 
including service availability, on-time performance, and real-time train arrival information, 
remains strong. These attributes were rated above average in satisfaction and are among the 
most important drivers of overall satisfaction. 

However, the analysis also highlights ongoing and emerging challenges. Personal security and 
cleanliness of vehicles continue to be rated below average in satisfaction despite their high 
importance to riders, reinforcing the need for focused and sustained action. Additionally, in 
2025, the condition of transit infrastructure and accuracy of real-time bus arrival information also 
fell into this lower-performing category, suggesting newly emerging areas where improvements 
could meaningfully enhance the rider experience. 

Taken together, the results of the 2025 survey suggest that CTA continues to meet the needs of 
most riders while also highlighting clear opportunities for progress. By addressing rider concerns 
around security, cleanliness, infrastructure maintenance, and real-time bus information, CTA 
can build on its strengths and continue to deliver a system that is responsive to the evolving 
needs of its customers. 
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APPENDIX A. COMPLETES BY BRANCH AND 
RECRUITMENT SOURCE 

TABLE 4: UNWEIGHTED SAMPLE COMPLETES BY BRANCH AND RECRUITMENT SOURCE 

 
GROUP OR 
BRANCH 

PAPER / IN-
PERSON 

RECRUITM
ENT 

ONLINE 
RECRUITM

ENT 

TOTAL 

B
us

 G
ro

up
s 

Downtown 29 73 102 
Evanston 66 34 100 
Far South Side 45 158 203 
North Side East-West 66 489 555 
North Side Lake 
Shore Drive 

82 258 340 

North Side Downtown 84 423 507 
North-South 
Crosstown 

196 1,082 1,278 

South Side East-
West 

75 453 528 

South Side Lake 
Shore Drive 

101 339 440 

South Side 
Downtown 

85 411 496 

West Side East-West 109 595 704 
Special 2 25 27 

Tr
ai

n 
B

ra
nc

he
s 

Blue – Dearborn 
Subway 

15 28 43 

Blue – Forest Park 71 206 277 
Blue – O’Hare 85 919 1,004 
Brown 49 648 697 
Green – Lake 104 229 333 
Green – South 
Branches 

48 146 194 

Orange 48 420 468 
Pink – Cermak 85 226 311 
Purple – Evanston 22 131 153 
Red – Dan Ryan 63 387 450 
Red – North Main 189 717 906 
Red – State Subway 9 65 74 
Yellow – Skokie 8 18 26 

 
Total 1,736 8,480 10,216 
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APPENDIX B. SCREENSHOTS OF WEB SURVEY 

FIGURE 52: SURVEY LANGUAGE 
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FIGURE 53: INTRODUCTION TEXT 
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FIGURE 54: FREQUENCY OF CTA USE 

 

FIGURE 55: TYPICAL BUS ROUTE(S) AND TRAIN LINE(S) 
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FIGURE 56: PRIMARY BUS ROUTE OR TRAIN LINE 

 

FIGURE 57: PURPOSE(S) OF USING CTA 
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FIGURE 58: PRIMARY REASON FOR RIDING 

 

FIGURE 59: REGULAR RIDER DURATION  
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FIGURE 60: DAYS USED 

 
 

FIGURE 61: TIMES USED 
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FIGURE 62: ACCESS MODE 

 

FIGURE 63: NUMBER OF TRANSFERS BETWEEN CTA ROUTES 
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FIGURE 64: EGRESS MODE 
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FIGURE 65: ALTERNATIVE MODE 
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FIGURE 66: FREQUENCY OF TELECOMMUTING 

 

FIGURE 67: TELECOMMUTE LOCATION 
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FIGURE 68: TRANSIT BENEFITS 

 

FIGURE 69: FARE LEVEL 
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FIGURE 70: PASS USED  

 

FIGURE 71: FARE PAYMENT METHOD 
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FIGURE 72: VENTRA REFILL METHOD 

 

FIGURE 73: SATISFACTION (PAGE 1) 
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FIGURE 74: SATISFACTION (PAGE 2) 

 

FIGURE 75: SATISFACTION (PAGE 3) 
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FIGURE 76: LIKELIHOOD TO... 

 

FIGURE 77: REGIONAL SATISFACTION 
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FIGURE 78: OVERALL REGIONAL SATISFACTION 

 

FIGURE 79: HOME ZIP CODE 
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FIGURE 80: AGE 

 

FIGURE 81: EMPLOYMENT STATUS 
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FIGURE 82: DISABILITY TYPE(S) 

 

FIGURE 83: HOUSEHOLD SIZE, NUMBER OF CHILDREN, AND NUMBER OF VEHICLES 
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FIGURE 84: CAR AVAILABILITY 

 

FIGURE 85: PRIMARY LANGUAGE SPOKEN IN HOUSEHOLD 
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FIGURE 86: ENGLISH ABILITY 

 

FIGURE 87: EDUCATION STATUS 
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FIGURE 88: RACE AND ETHNICITY 

 

FIGURE 89: USE OF MOBILE DEVICE(S) 
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FIGURE 90: CHECKING OR SAVINGS ACCOUNT 

 

FIGURE 91: HOUSEHOLD INCOME 

 



CTA 2025 Customer Satisfaction Study 

78 

FIGURE 92: SNAP BENEFITS 

 

FIGURE 93: GENDER 

 

FIGURE 94: FUTURE CTA/RTA RESEARCH 

 



CTA 2025 Customer Satisfaction Study 

79 

FIGURE 95: EMAIL 

 

FIGURE 96: PRIZE DRAWING OPT-IN 
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FIGURE 97: COMMENTS 

 

FIGURE 98: END TEXT 
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APPENDIX C. PAPER SURVEYS 

FIGURE 99: SIDE ONE OF CTA PAPER SURVEY IN ENGLISH 

 

FIGURE 100: SIDE TWO OF CTA PAPER SURVEY IN ENGLISH 
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FIGURE 101: SIDE ONE OF CTA PAPER SURVEY IN SPANISH 

 
FIGURE 102: SIDE TWO OF CTA PAPER SURVEY IN SPANISH 
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