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CITY AND COUNTY OF HONOLULU 2021 
ONBOARD SURVEY FAQ 

 
 
The City and County of Honolulu's Department of Transportation Services (DTS) is undertaking 
a data gathering program to better understand bus riders' transportation needs.  SMS Research 
and Marketing Services, Inc. (SMS), a Hawaii based marketing research and consulting firm, is 
providing professional services to DTS.  SMS will be conducting an onboard study survey on all 
bus routes on Oahu from October to December, 2021. 
 
During this period, interviewers with Tablets will randomly select passengers to survey about their 
transit trips. 
 
For further details, please refer to the frequently asked questions below. 
 
What is the City and County of Honolulu 2021 Onboard Survey? 
 
The survey is a study of how people use transit to travel on the island of Oahu.  Questions focus 
on trip behavior and demographics.  Your responses will help the DTS meet Federal requirements 
and better understand travel patterns and choices of transit riders.  This information will be used 
to plan transit infrastructure improvements and for service planning.   
 
How often are these studies performed and why now? 
 
Onboard transit passenger studies are typically conducted every few years since individual travel 
patterns change over time.  The last onboard survey was completed in 2012. 
 
Who is conducting the study? 
 
DTS hired a contractor to conduct the onboard study survey. The contractor conducting the survey 
is Redhill Group and SMS a Hawaii based research company.  The people you see on the buses 
administering the surveys are SMS employees.  The data belongs to DTS.  Responses are 
confidential. 
 
How do I take the Onboard Study Survey? 
 
Survey staff are easily identified by their red apron and an official surveyor 
badge.  Interviewers with Tablets will randomly select passengers to take the 
survey.  (The Tablet tells the interviewer who to pick based on a random number 
formula.)  Random selection is necessary to ensure that the data are statistically 
valid. 
 
While volunteers are not allowed to take the survey, we appreciate your 
participation if you are selected. 
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How long will it take to complete the survey? 
 
Your individual survey will take five to seven minutes to complete.  If you must get off the bus 
shortly, and do not have the time to complete the survey on the bus, survey staff will provide a 
paper version so you can complete the survey at a convenient time, ideally within 24-hours,  and 
then mail it to SMS using the postage paid return envelope. 
 
Please provide your name and phone number to the survey staff so that your name can be entered 
in the drawing. 
 
Why do you need to ask about personal information such as income?  What does that have 
to do with how I use transit? 
 
DTS is required to collect specific demographic data about passengers including race, household 
income, and language proficiency in order to comply with Title VI of the Civil Rights Act of 1964.  
This information is submitted to the Federal Transit Administration (FTA) approximately every five 
years.  Also, studies have shown that certain household characteristics, such as income, are key 
indicators of travel behavior.  By understanding these relationships, planners are able to better 
predict how recommended service improvements will perform. 
 
Please keep in mind that personal information is removed from all records and the results are 
aggregated, a measure that ensures your privacy and anonymity. 
 
What if I am asked to participate in the survey more than once? 
 
If you are selected more than once, we would appreciate your participation each time you are 
selected. 
 
How will I know that the interviewer is legitimate? 
 
Official survey staff members wear a uniform consisting of a red apron and an 
official surveyor badge.  They carry tablets and will never ask you for information 
such as your social security number or bank account information. 
 
What if I have a complaint or a concern about a specific interviewer? 
 
Please note the name of the interviewer and remember their description.  Call or 
e-mail the information to SMS.  Please include all relevant information 
(date/time/location of encounter, reason for concern), so that the matter can be investigated.   
 
 

SMS Contact 
Name: 

 
Faith Rex 

E-mail: 
 
frex@smshawaii.com 

Phone Number: 
 
808-440-0702 
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Is the survey available online? 
 
No.  Since the survey asks about the specific transit trip, only passengers who are on transit on 
the survey day are being selected for interviews. 
 
Are people with disabilities included in the survey? 
 
Yes.  All persons riding transit during the survey period are included in the random selection 
methodology.  Interviewers can assist customers with disabilities in completing the survey or 
provide the option to complete it later by phone. 
 
Is the survey available in other languages? 
 
Yes.  If English is not your primary language, the interviewer will give you a paper survey in one 
of the languages listed below:   
 

 Chinese  
 Japanese  
 Ilokano 
 Tagalog 
 Chuukese  
 Korean 

 
Please complete the survey at a convenient time and mail it to SMS using the postage paid return 
envelope. 
 
Please provide your name and phone number to the survey staff so that your name can be entered 
in the drawing. 
 
How will these data be reported? 
 
Published reports will summarize the survey data but will not disclose Personally Identifiable 
Information (PII). 
 
Will I have access to the data or the final findings? 
 
The final report will be posted on the City and County of Honolulu project website. 
 
Is the data shared with or sold to anyone other than DTS? 
 
No.  To ensure the anonymity of survey respondents, personal information will not be included in 
the final data files. 
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Who can enter the drawing for the prize and when will the drawing take place? 
 
Everyone who completes the survey (Tablet or paper survey) and provides their name and phone 
number are automatically entered to win $100. 
 
Everyone can enter to win.  You need to provide your name and phone number to one of the SMS 
interviewers or e-mail to info@smshawaii.com.  All prizes are subject to the Prize Rules available 
at SMS Research & Marketing Services, Inc.  The drawing will take place on December 20, 2021. 
 
Will my route be eliminated or changed based on my information? 
 
This information will allow DTS to design enhancements to the system that make it more effective, 
reliable, and efficient.  The ultimate goal is to better understand bus riders' transportation needs. 
 
When will the project be completed? 
 
Surveying is expected to be finished by December 18, 2021. 
 
Who is paying for the survey? 
 
This study is conducted by the City and County of Honolulu in Cooperation with the Oahu 
Metropolitan Planning Organization and the United States Department of Transportation 
  
This study is funded in part through grants from the Federal Highway Administration and Federal 
Transit Administration, U.S. Department of Transportation. The views and opinions of the agency 
expressed herein do not necessarily state or reflect those of the U.S. Department of 
Transportation 
 
 
How do I know that my personal information is safe? 
 
The survey consultant (SMS) and DTS are required to protect the confidentiality of Personally 
Identifiable Information (PII).  Key provisions include storing PII on secure computers, protecting 
it from unauthorized use, and destroying PII after an agreed-upon time period. 
 
Also, as previously noted, published reports will summarize the survey data, but will not disclose 
PII. 
 
Who can I contact to get more information on the study? 
 
You can contact the DTS travel surveys and modeling project manager at the following e-mail 
address: dtsplanningdiv@honolulu.gov. 
 
 


