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Measures of Departmental Performance

Customer Involvement in  
Transportation Decision- 
Making

MoDOT seeks out and welcomes any idea that increases its options, because the de-
partment doesn’t have all the answers. The department creates and preserves a trans-
portation decision-making process that is collaborative and transparent, involving its 
customers in the determination of needs right through to the development, design and 
delivery of projects. 

Tangible Result Driver – Paula Gough, District Engineer
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Number of customers who participate in transportation-related 
meetings-13a

Result Driver:  Paula Gough, District Engineer 
Measurement Driver:  Bob Brendel, Special Assignments Coordinator 

Purpose of the Measure: 
This measure gauges MoDOT’s public involvement 
success – both in terms of public meetings and 
hearings that are held to make collaborative decisions 
with the general public, communities, elected 
officials, stakeholders, and in terms of public 
informational events scheduled by MoDOT to keep 
its customers advised of project status and potential 
impacts that could be experienced. 

Measurement and Data Collection: 
Participation is determined by analyzing sign-in 
sheets used at public meetings or by head counts 

conducted by MoDOT staff. Participation in online 
meetings is gauged by using “Google Analytics” 
software. This measure is updated quarterly.  

Improvement Status:  
MoDOT’s month-long dialog with its customers 
about the Bolder Five-Year Direction accounted for 
nearly half of the persons who participated in 
transportation-related meetings. The 115 community 
briefings that were held between May 9 and June 3 
were attended by 2,348 people, while 6,745 took 
advantage of the online version of the briefings. 
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July 2011 13b

Percent of customers who are satisfied with feedback they receive 
from MoDOT after offering comments-13b 

Result Driver:  Paula Gough, District Engineer  
Measurement Driver:  Bob Brendel, Special Assignments Coordinator 

Purpose of the Measure: 
This measure tracks MoDOT’s responses to its 
customers. MoDOT routinely asks people who attend 
public meetings/hearings to submit comments that 
will be examined by the project team and will 
become part of the project’s official record. It is 
important that people who avail themselves of this 
opportunity know that their comments are taken 
seriously.

Measurement and Data Collection: 
MoDOT routinely coordinates a survey for persons 
who attend project-specific meetings and hearings. 
The initial survey was sent to more than 4,500 
persons who attended meetings in a five-year period. 
A survey process continues, with contacts made each 
time a project reaches the official public hearing 
milestone. This is an annual measure based upon a 
fiscal year, and data is analyzed twice each year in 
January and July. 

Improvement Status:
Customer satisfaction remained at a high level in 
FY2011 as 81.9 percent of persons who were 
surveyed on 46 projects said they were satisfied or 
very satisfied with MoDOT’s responsiveness to their 
needs and concerns.  

Extremely positive feedback was received on most 
projects with 25 having satisfaction ratings of 100 
percent. Nearly half (46.8 percent) of the dissatisfied 
responses came on three projects – two were Safe & 
Sound bridge projects and one was a maintenance 
building closure. 

The other two key indicators also remained high:  
87.3 percent of the participants credited MoDOT 
with providing clear explanations and 76.5 percent 
thought the decision-making process was open, 
transparent and fair. 
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JULY 2011 13c    

MoDOT takes into consideration customers’ needs and views in 
transportation decision-making-13c 

Result Driver:   Paula Gough, District Engineer  
Measurement Driver:  Sue Cox, Transportation Planning Special Projects Coordinator  

Purpose of the Measure: 
This measure helps determine the effectiveness of 
MoDOT’s project planning outreach efforts.     

Measurement and Data Collection: 
This year’s data was collected in May 2011 through 
statewide random telephone survey of approximately 
3,500 Missourians.  Two comparisons are made to 
the Tennessee and Idaho departments of 
transportation, which also measure customers’ 
perceptions regarding involvement in transportation 
decision-making.  One customer measurement 
benchmark is Northwest Missouri State University.  
This is an annual measure updated in July. 

Improvement Status:  
MoDOT learned in the 2011 customer survey that 73 
percent of the survey sample feels MoDOT considers 

customer concerns and needs when developing 
transportation decisions.  This is a 5 percent decrease 
from 2010. 

To continuously improve in this area, MoDOT 
identifies additional opportunities to use techniques 
as outlined in the planning framework decision-
making and public involvement process.  These 
efforts are targeted to local officials, planning 
partners, community leaders, elected officials and the 
general public.  Media interviews, social media, 
website publicity, news releases, newsletters, specific 
project surveys, public involvement surveys and 
community meetings continually provide new 
opportunities to interact with the public, share 
MoDOT’s direction and discuss transportation 
priorities.    
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Percent of positive feedback responses received from planning partners 
regarding involvement in transportation decision-making-13d 

Result Driver:   Paula Gough, District Engineer  
Measurement Driver:  Sue Cox, Transportation Planning, Special Projects Coordinator  

Purpose of the Measure: 
This measure tracks MoDOT’s efforts to include 
statewide planning partners (members of metropolitan 
planning organizations and regional planning 
commissions) in transportation-related decision-making.  

MoDOT’s planning framework is a process used to 
ensure planning partners are able to influence 
transportation decisions regarding how transportation 
funds are spent in their areas.  It is based on achieving 
informed consent rather than consensus.  To 
continuously improve in this area, MoDOT focuses 
primarily on effective communication, and public 
involvement tools and techniques. 

Measurement and Data Collection: 
Transportation Planning works with Organizational 
Results and Heartland Market Research LLC to 
administer an annual survey each January that evaluates 
planning partners’ involvement in the transportation 
decision-making process for the previous year.  The 
survey scale measures those who agree, strongly agree, 
disagree and strongly disagree.  This is an annual 
measure updated in April. 

Improvement Status: 
The 2010 survey received 85 responses out of 438 
invitations to planning partners resulting in a 19.4  

percent response rate.  The percent of strongly agree and 
agree answers decreased from 96 percent in 2009 to 93 
percent in 2010.  A change in the method of delivery 
may have impacted the response rate.  For example, 
planning partners had choices to provide survey feedback 
to other MoDOT partners and may not have chosen to 
respond to the survey as a planning partner.      

Feedback helps MoDOT learn new ways to achieve 
better involvement, fine-tune communication and try out 
ideas.  Survey results were shared with planning partners 
and co-efforts were initiated to act on concerns, solve 
problems and provide clarifying information.   

Transportation Planning continues working with each 
district to assess how the planning framework process 
works in the field, to identify strengths and weaknesses 
of the planning outreach process and to share best 
practices.       

For comparison purposes, the Oregon Department of 
Transportation measured a similar involvement in 2006 – 
indicating 65 percent of all respondents involved in 
transportation planning felt their involvement in 
decision-making was effective.  Oregon reports it will 
update this data about every five years.  
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