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Highlights and Recommendations 

The revised West Coast Express Customer Service Performance

Survey was launched in March 2003. The survey was redesigned

to focus solely on the aspects of service that are most positively

correlated with system performance ratings from customers.

In addition, the redesigned survey implements the Transportation

Research BoardôsImpact Score Method to identify and prioritize

those service attributes that are most negatively impacting the

largest number of customers. This will assist in the prioritization of

service improvements.
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Highlights and Recommendations 

Å WCE riders indicate making an average of 6.9 transit trips in the past seven days (stable to 6.9 a year ago and 7.0 

last period) and an average of 6.9 WCE trips in an average week (up slightly from 6.7 a year ago and 6.6 last wave). 

Over four-in-ten (44%) of trips are made solely on WCE, a slight increase from last period (40%) and a significant increase 

from a year ago (36%). The proportion of transit trips made using a combination of WCE and any other type of transit (bus, 

Sky Train, other) have all remained stable.

Å One-in-five riders (20%) indicate their usage of WCE has increased compared to six months ago. Although this is 

slightly down from last period (25%) it is still significantly higher than 8% in the same period last year. Nearly three-quarters 

(73%) say their usage has stayed the same (up from 65% last period), while the proportion indicating decreased usage has 

dropped marginally (8% vs. 10% last period). The top reasons mentioned for both increased and decreased WCE usage 

still centre around changing work circumstances.

Å Rising gas prices and inflation concerns are influencing the main reasons riders are choosing to take the WCE. 

Nearly four-in-ten (38%) indicate that saving money on gas is a main reason for taking WCE (up significantly from 27% last 

period), and more than one-quarter (28%) cite avoiding parking hassles/expense as a main reason (up significantly from 

17% last period).

Å The WCE Monthly Pass is still the most commonly used payment method (50%) and has increased significantly vs. 

last period (42%). Although this payment method has not yet reached pre-pandemic levels, the increase is likely tied to 

having more workers return to the office, as a significant increase is also seen in those who are taking the WCE to/from work 

(85% vs. 78% last period). 

Å While the COVID-19 pandemic lingers on, changes in public health policies have likely impacted several WCE 

service ratings. Some riders are slowly beginning to ease back into old routines such as going to their workplace or in-

person education. Others still remain working from home or with increased flexibility built into the work week. Changing 

circumstances may help explain significant improvements in perceptions of feeling safe from crime, and significant 

decreases in On-Time Reliable Service and Frequency of Service top scores. 

Å Top ratings for Overall Service have held stable at 87% from 86% last period (September 2021); the average score of 

8.9 out of 10 has also remained fairly consistent. 
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Highlights and Recommendations 

Performance on Specific Attributes 

Å Almost nine-in-ten (87%) WCE riders award good-to-

excellent ratings for Overall Service of WCE, consistent with 

86% last period but down slightly from 90% a year ago. The 

average score of 8.9 (out of 10) is also consistent with 8.8 

last wave.

Å While no WCE service attributes have significantly increased 

in top ratings from last wave or the same period last year, 

ratings for Not Being Overcrowded have directionally 

improved (up 7 ppt) from September 2021.

Å A few other attributes have also increased in top ratings 

compared to last wave. Namely, Staff Availability, Delays 

Announced and Explained, Trip Duration, Safe WCE 

Equipment Provides a Safe Ride, and Feeling Safe From 

Crime On-Board and At the Station have all increased by 1-

3 ppt.

Å Conversely, there have been some significant decreases for 

some WCE service attributes. Good-to-excellent scores for 

Good Connections have significantly declined since both last 

wave (down 12 ppt) and the same period last year (down 10 

ppt). 

Å Meanwhile, On-Time Reliable Service and Frequency of 

Service have dropped significantly by 11 ppt and 10 ppt 

respectively since last wave but have not significantly shifted 

in top ratings from March last year. 

Å Value for Money is holding steady with last wave (down 2 

ppt), but significantly down by 10 ppt from March of last 

year. 

Performance on West Coast Express Attributes

% Good to Excellent (8-10)

March 2022 Base = 300-308

Average 
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Safe from Crime in Parking Lots
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Availability of Transit Information

Good Connections
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Convenient Hours of Operation

Worksheet%20in%20Report_WCE_SEPT_Customer_Service_Performancet_Draft.pptx%20(Autosaved)
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Highlights and Recommendations 

Impact scores are calculated to identify the attributes that have the greatest negative impact on overall perceptions of service

and the greatest number of customers experiencing problems with an attribute. The larger the impact score for an attribute, 

the more that attribute should be targeted for improvement. 

Areas to be Addressed to Improve Perceptions of the WCE Service

This wave, the attribute that has the most significant negative impact on Overall Service perceptions is Convenient Hours of 

Operation. Although the average score remains relatively steady at 7.1 out of 10, it remains the lowest rated service attribute,

with over one-in-five (22%) providing a low rating of 1 to 5.

Overall Service Rating Proportion

From Those

Rating 1-5
(A)

From Those

Rating 6-10
(B)

GAP

Score
(B-A=C)

Rating

1-5
(D)

Impact

Score
(CxD)

Attribute

Convenient Hours of 

Operation
8.6 9 0.4 0.22 0.09
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WCE Rider Profile

ÅMore than two-thirds (68%) of 

WCE riders are aged 25 to 54, 

up slightly from last year 

(62%). The majority of WCE 

riders reside in Coquitlam East 

to Maple Ridge (78%). 

ÅWCE riders are slightly more 

likely to be Choice riders (72% 

have access to a vehicle) 

compared to last wave (67%). 

The proportion of Captive 

riders (28%) has dropped even 

further, reaching closer to pre-

pandemic levels. The 

proportion of High Frequency 

Riders has dropped slightly 

(44% making 10 or more one-

way transit trips in a week, 

down from 46%), while the 

proportion of Low Frequency 

Riders is stable at 19%.

ÅMore than half (58%) of riders started taking WCE within the past year, 

up significantly from both last wave (42%) and a year ago (28%). The 

proportion of long-term riders who have taken WCE for 8+ years is down 

slightly (16% compared to 22% last wave).

ÅRiders indicate making 6.9 one-way transit trips in the past seven days, 

compared to 7.0 last period and 6.9 a year ago, which remains below 

pre-pandemic levels. 

Å Over four-in-ten (44%) transit trips were made exclusively on WCE, 

trending up from a year ago (36%) and last wave (40%). The proportion 

of trips made using WCE in combination with Bus (16%), or with Sky 

Train (23%), or with Bus and Sky Train (8%) have all remained relatively 

stable. 

Å One-in-five riders (20%) indicate their usage of WCE has increased 

compared to six months ago. This is a slight decrease from 25% last 

period but still significantly higher than 8% a year ago. The top reason 

mentioned for increased WCE usage remains changing work 

circumstances, which continues to trend up from September 2020. 

Nearly three-quarters (73%) indicate their usage has stayed the same 

(up significantly from 65% last wave but consistent with a year ago), 

while the proportion indicating decreased usage of WCE continues to 

drop (8%, down slightly from 10% last wave and declining steadily since 

September 2020).

Å The proportion of 

trips taken using a 

WCE Monthly pass 

increased 

significantly (50% 

currently, up from 

42% last period) and 

is now back to levels 

seen a year ago.

Å The proportion of 

trips paid for using 

Stored Value is 

mostly unchanged 

over the last year 

(38%) and remains 

above pre-pandemic 

levels. The shift to 

using Stored Value 

from Monthly Passes 

is likely related to 

continued reduced 

commuting 

consistency.

West Coast Express Rider Profile
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Project Objectives

The primary objectives of this project are to: 

ü Evaluate the quality of service provided by the West Coast 

Express.

ü Identify what aspects of service have the strongest impact on 

perceptions of service quality.

ü Provide recommendations regarding what aspects of service 

need to be modified to improve and maintain high levels of 

service quality.

ü To assess customer behaviour and motivation relating to the use 

of WCE.

ü To track changes over time in any of the above mentioned areas.
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Methodology

Ipsos began conducting the new West Coast

Express Customer Service Performance Survey in

March 2003. In this section, we present the

methodology Ipsos uses to collect and weight the

data, as well as the sampling errors associated with

the survey results.
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Methodology

Sample Design

A total of 302 surveys were administered to a random sample of riders travelling on board West Coast Express. To ensure 

representation across day of travel, interviews were conducted across all weekdays from February 28th to March 11th, 2022. 

Quotas were set to reflect the actual number of riders that travel on each of the four trains heading westbound in the morning and on 

each of the four trains heading eastbound in the afternoons/evenings:

AM Westbound Train Surveys Collected PM Eastbound Train Surveys Collected

5:25AM 27 3:50PM 35

6:25AM 42 4:50PM 40

6:55AM 42 5:30PM 38

7:25AM 40 6:20PM 38

TOTAL 151 TOTAL 151

Quotas were also set to obtain about an equal number of surveys among passengers boarding (westbound) or arriving (eastbound) at

each of the seven stations (excluding Waterfront); as well as to obtain about an equal proportion of each gender:

Westbound Boarders Surveys Collected Eastbound Disembarkers Surveys Collected

Mission City 15 Mission City 32

Port Haney 15 Port Haney 30

Maple Meadows 20 Maple Meadows 28

Pitt Meadows 13 Pitt Meadows 13

Port Coquitlam 29 Port Coquitlam 20

Coquitlam 31 Coquitlam 15

Port Moody 28 Port Moody 13

TOTAL 151 TOTAL 151

*Note: West Coast Express has been operating under reduced service due to lower ridership levels caused by the COVID-19 pandemic; Trains 

W2 (5:55AM) and E2 (4:20PM) have been suspended since April 2020.
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Methodology

Data Weighting

The stratified sampling plan necessitates the use of weights to bring the sample in line with the actual boardings and disembarkings at 

each station. For this wave, the weights were based on the average daily ridership collected from Compass Card taps between February 

28th and March 11th , 2022.

Means (Average Ratings)

The margins of error for means (or average ratings) will vary depending on the sample sizes and standard deviations for each attribute. 

When comparing total results for different waves, a difference of at least 0.16 to 0.37 in the average ratings is required to be statistically 

significant at the 95% level of confidence. When comparing smaller sample sub-groups, the differences between average ratings must 

be proportionately larger to be statistically significant (e.g., at least 0.23 to 0.46 when comparing two samples of 150 and at least 0.39 to 

0.78 when comparing two samples of 50).

Percentages

The margins of error will depend on the sample sizes and level of consensus on a question. With this in mind, a shift of 8 percentage 

points is usually required between waves before that change can be considered statistically significant at the 95% level of confidence.

Survey Instrument

The questionnaire was designed by TransLink Marketing Research in consultation with WCE regarding survey content. The survey took 

approximately 15 minutes, with the first section being administered by the interviewer and the latter filled out by the respondent. The 

questionnaire can be found in Appendix A.

Fieldwork

All surveys were conducted during weekdays from February 28th to March 11th, 2022. 

Implementation of FTA Impact Score Method

The redesigned survey implements the Federal Transportation Authorityôs Transportation Research Board Impact Score Method to 

identify and prioritize the service attributes that most negatively impact the largest number of customers. This will guide service 

improvements. 
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Detailed Findings
WCE Performance

This section presents an evaluation of the overall

performance of the West Coast Express and covers

the following areas:

üOverall Service Performance

üPerformance on Specific Attributes



ÅValue for Money scores have dropped slightly from last wave 

and significantly from a year ago, with just under two-thirds 

(63%) of riders providing top ratings for this metric. Top 

scores for this attribute have been fluctuating up and down 

over the last three years, however the average score is 

stable at 8.0 out of 10. 

Å There are no significant differences in top scores for Value 

for Money by station. 

Å Among the small proportion (6%) who provided a score of 1 

to 5 for Value for Money, most indicate that WCE is too 

expensive, which is similar to previous waves.

Good-to-

Excellent ratings

compared to:

September 2021 March 2021

-2% -10%

ÅUnder nine-in-ten (87%) WCE riders award good-to-excellent 

scores for Overall Service, a marginal 1 ppt increase from 

last period and slightly down from 90% a year ago. The 

average score has increased slightly from 8.8 out of 10 last 

period to 8.9 currently.

ÅThere are no significant differences in top scores for Overall 

Service by station. 

Good-to-

Excellent ratings

compared to:

September 2021 March 2021

+1% -3%
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WCE Performance: 
Overall Service 
Value For Money

Q8. How would you rate the service of West Coast Express overall?

March 2022 Base = 308

% Good to Excellent (8-10)

Overall Service

Value for Money

Q9f. How would you rate West Coast Express in terms of: Value for the 

money? 

% Good to Excellent (8-10)

Avg Score 7.7 7.3 7.2 7.7 7.8 7.6 7.8 7.9 8.0 8.3 7.9 8.2 8.1 8.2 8.0 8.0

March 2022 Base = 308
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= Significant upward / downward shift
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WCE Performance: 
Staff Available to Assist with Problems
Courteous, Competent and Helpful Staff

Q9a1. How would you rate West Coast Express in terms of: Staff available to 

assist with problems?

% Good to Excellent (8-10)

Q9m. How would you rate West Coast Express in terms of: Courteous, 

competent and helpful staff?

% Good to Excellent (8-10)

Staff Availability

Courteous, Competent And 

Helpful Staff

Avg Score 8.6 8.5 8.4 8.7 8.9 8.6 8.8 9.0 9.0 9.1 9.0 9.1 8.9 9.0 9.0 9.1
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83

88 84 84
91 87 91 87 90

83
88 87 90

60

80

100

Sep
14

Mar
15

Sep
15

Mar
16

Sep
16

Mar
17

Sep
17

Mar
18

Sep
18

Mar
19

Sep
19

Mar
20

Sep
20

Mar
21

Sep
21

Mar
22

Avg Score 9.0 9.1 8.9 9.1 9.2 9.2 9.2 9.3 9.3 9.4 9.4 9.5 9.2 9.4 9.2 9.5

March 2022 Base = 307

March 2022 Base = 307

ÅNine-in-ten (90%) riders continue to award good-to-

excellent ratings for Staff Availability, up slightly from last 

wave (87%). The average score of 9.1 out of 10 is also up 

slightly from last wave.

ÅRiders from Coquitlam are significantly more likely than 

riders from Maple Meadows to provide top scores for Staff 

Availability.

Å Over nine-in-ten (94%) WCE riders award top ratings for 

Courteous, Competent and Helpful Staff, stable with last wave. 

The average score has increased slightly from 9.2 out of 10 

last period to 9.5 currently.

ÅTop ratings do not differ significantly between the stations on 

this attribute.

= Significant upward / downward shift

Good-to-

Excellent ratings

compared to:

September 2021 March 2021

+3% +2%

Good-to-

Excellent ratings

compared to:

September 2021 March 2021

0% -1%



Å Just under eight in ten (78%) riders provide top scores for 
Delays Announced and Explained, slightly up from last period 
(75%) and the same period last year (76%). However, the 
average score has remained stable with last wave at 8.7.

Å There are no significant differences in ratings between the 
stations.

Å The 4% who rated this attribute between 1 to 5 indicate that 
delays are announced late, not announced or canôt hear the 
announcements.

Good-to-

Excellent ratings

compared to:

September 2021 March 2021

+3% +2%

Å Over half (56%) of WCE riders provide good-to-excellent 
ratings for Good Connections, a significant decline from both 
last wave and March last year. The average score of 8.3 out of 
10 is down compared to 8.7 last period.

Å Riders from Coquitlam are significantly more likely than riders 
from Port Coquitlam to provide top ratings for this attribute.

Å Among the small proportion of riders (4%) who gave a score of 
1 to 5, top reasons involve the shuttle/bus (e.g. shuttle/bus was 
late/didnôt come/didnôt wait for them to board, was full).

Å Those who provided a rating of 1 to 5 indicate that just under 
11 minutes on average is a reasonable connection wait time.
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WCE Performance: 
Good Connections
Delays are Announced and Explained

Q9c. How would you rate West Coast Express in terms of: Good connections 

with other transit modes with a reasonable wait time?

% Good to Excellent (8-10)

Q9k. How would you rate West Coast Express in terms of: Delays are 

announced and explained?

% Good to Excellent (8-10)

Good Connections

Delays Announced and Explained

Avg Score 8.2 7.9 7.8 8.4 8.2 7.5 8.4 8.4 8.2 8.7 8.6 8.6 8.6 8.6 8.7 8.3
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= Significant upward / downward shift

Good-to-

Excellent ratings

compared to:
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ÅFrequency of Service scores have dropped significantly 

from last wave but up slightly from a year ago, with over 

half (56%) of riders providing top ratings for this metric. The 

average score of 7.7 out of 10 is slightly down from last 

wave (7.8).

Å There are no significant differences in ratings between the 
stations.

Å Just over three-quarters (77%) of riders provide top scores 

for On-Time Reliable Service, down significantly from last 

wave (88%) but only slightly from a year ago (79%). The 

average score has also decreased to 8.5 out of 10, down 

from 9.0 last wave.

Å Top ratings do not differ significantly between the stations 

on this attribute.
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WCE Performance: 
On-Time Reliable Service 
Frequency of Service

Q9b. How would you rate West Coast Express in terms of: Providing on-time, 

reliable service?

% Good to Excellent (8-10)

Q9h. How would you rate West Coast Express in terms of: Frequency of 

service (how often the trains run during hours of operation)?

% Good to Excellent (8-10)

On-Time Reliable Service

Frequency of Service

Avg Score 8.7 7.6 7.5 8.2 8.0 7.6 8.5 8.6 8.6 8.8 8.8 8.2 8.6 8.5 9.0 8.5
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compared to:

September 2021 March 2021

-11% -2%

Good-to-

Excellent ratings

compared to:
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-10% +4%
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ÅTop scores for Convenient Hours of Operation have held 

steady at 46%, consistent with last wave and March last year. 

The average score of 7.1 out of 10 is up slightly from last 

period.

Å There are no significant differences in ratings between the 
stations.

Å Just over one-fifth (22%) of riders provided a low rating of 1 to 

5 for this attribute. Among them, most would like more service 

to be available later (westbound and eastbound), on 

weekends and mid-day.

Å Trip Duration earns good-to-excellent ratings from just 

under nine-in-ten (89%) WCE riders, up slightly from 87% 

last wave, but down slightly from March 2021 levels.

ÅRiders from Coquitlam are significantly more likely than 

riders Port Coquitlam to assign top scores for this attribute.
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WCE Performance: 
Convenient Hours of Operation
Trip Duration

Q9g. How would you rate West Coast Express in terms of: Convenient hours 

of operation?

% Good to Excellent (8-10)

Q9j. How would you rate West Coast Express in terms of: 

Trip duration from the time you board to when you get off?

% Good to Excellent (8-10)

Convenient Hours of Operation

Trip Duration

Avg Score 7.1 6.7 6.5 6.7 7.0 7.1 6.9 6.6 6.9 7.0 6.8 7.1 6.7 7.0 7.0 7.1

Avg Score 8.7 8.6 8.5 8.6 8.8 8.6 8.8 8.9 8.8 9.1 8.9 9.0 9.0 9.2 8.9 9.1

March 2022 Base = 300

March 2022 Base = 308 = Significant upward / downward shift

Good-to-

Excellent ratings

compared to:

September 2021 March 2021

0% 0%

Good-to-

Excellent ratings

compared to:

September 2021 March 2021

+2% -2%



ÅThree-quarters (76%) of riders provide top ratings for 

Availability of Transit Information at WCE stations, stable 

with last period but down marginally from a year ago 

(79%). The average score remains stable at 8.4 out of 10.

Å Riders from Coquitlam are significantly more likely than 

riders from Port Moody and Port Coquitlam to assign top 

scores.

Good-to-

Excellent ratings

compared to:

September 2021 March 2021

0% -3%
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WCE Performance: 
Availability of Transit Information
Not Being Overcrowded

Q9i. How would you rate West Coast Express in terms of: Availability of 

transit information at the stations?

% Good to Excellent (8-10)

Q9o. How would you rate West Coast Express in terms of: Not being 

overcrowded?

% Good to Excellent (8-10)

Availability of Transit Information

Not Being Overcrowded

Avg Score 8.3 7.9 7.8 8.2 8.2 8.0 8.2 8.2 8.4 8.6 8.5 8.5 8.4 8.4 8.4 8.4
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ÅGood-to-excellent scores for Not Being Overcrowded are up 

directionally from last wave (64%), with over two-thirds (71%) 

of WCE riders providing top ratings for this attribute, down 

only slightly from a year ago (76%). The average score of 8.3 

out of 10 has also improved from last wave (7.8).

ÅRiders from Port Haney are significantly more likely than 

riders from Port Coquitlam and Port Moody to assign top 

scores.

Å Among the small proportion (6%) who provided a score of 1 

to 5 for this attribute, most complain of the trains being 

crowded throughout the day and indicate needing more trains 

in general. 

= Significant upward / downward shift

Good-to-

Excellent ratings

compared to:

September 2021 March 2021

+7% -5%



ÅOver nine-in-ten (92%) WCE riders award good-to-

excellent ratings for Clean and Graffiti-Free Vehicles and 

Stations, down slightly from last period (93%) and from a 

year ago (94%). The average score has also risen slightly 

to 9.3 out of 10, from 9.1 in the previous period.

Å There are no significant differences in ratings between the 
stations.
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WCE Performance: 
Clean Graffiti-Free Vehicles and Stations
Safe Ride

Q9l. How would you rate West Coast Express in terms of: Clean and graffiti-

free vehicles and stations?

% Good to Excellent (8-10)

Q9n. How would you rate West Coast Express in terms of: 

Safe West Coast Express equipment provides a safe ride?

% Good to Excellent (8-10)

Clean, Graffiti-Free Vehicles 

and Stations

Safe WCE Equipment Provides 

a Safe Ride

Avg Score 9.0 9.2 9.1 9.2 9.3 9.1 9.1 9.2 9.3 9.4 9.2 9.3 9.1 9.2 9.1 9.3

92 93 91 93 95 95 91 94 93 95 95 95 90 94 93 92
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Avg Score 8.9 9.1 8.9 9.1 9.1 8.9 9.1 9.2 9.3 9.4 9.3 9.4 9.2 9.3 9.1 9.4

92 90 89 93 94 89 92 95 95 96 96 96 90 94 93 94
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March 2022 Base = 308

March 2022 Base = 302

ÅMore than nine-in-ten (94%) riders provide top scores for 

Safe Equipment. This has held relatively stable from last 

wave (93%) and from a year ago (94%). The average score 

of 9.4 out of 10 has risen slightly from 9.1 last wave. 

Å Riders from Port Haney and Coquitlam are significantly more 

likely to assign top scores compared to riders from Port 

Coquitlam and Port Moody.

= Significant upward / downward shift

Good-to-

Excellent ratings

compared to:

September 2021 March 2021

-1% -2%

Good-to-

Excellent ratings

compared to:

September 2021 March 2021

+1% 0%


