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Analyzing and addressing commuter 
sentiment in the COVID-19 world
May 29th, 2020 

The Future of the American Commute series 
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Housekeeping!

● Please ask questions using the Q&A function! We’ll try to answer them all at the end, and if not, we’ll 
follow-up with you after the Webinar.

● This recording and deck will be sent to all attendees. Want to watch this later or download the deck? 
We’ve got you covered–we’ll be sending an on-demand link to all of today’s attendees. 

● Video/sound is disabled, so sit back and relax!

● We’ll launch two polls shortly to start us off. 

Rachel
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Jon Sadow
Co-Founder & 

Chief Growth Officer

Introductions

Rachel Buck
Head of UX Research

Rachel
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Today’s agenda

1. Understanding commuter sentiment 
We’ll explore the findings and analysis from surveys with 10,000+ Scoop and nationwide commuters

2. Implications for you and your organization
A discussion on the new imperative of “Mobility Management” and its impact on a department level

3. Turning insights into action
Defining best practices and tools to support the research, evaluation, and redesign of your own 
commute programs 

4. Q&A!

Rachel
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But first, polls!

Rachel
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Addressing these needs is a core requirement of any effective plan for bringing 
people back to the workplace.

What you’ve heard from Scoop so far

The return to work starts with safety
A safe return-to-workplace plan is only as safe as your commute plan. We bring 
the commute into our workplace and home to our families.

The commute is the employer’s responsibility–and opportunity
Employers that implement holistic return-to-workplace plans are likely to have 
more engaged employees, a safer workplace, and a better COVID-19 rebound.

Commuter need a safe, reliable, and equitable return-to-work

Commute investments should be variable, flexible, scalable
We’re in a downturn and your approach needs to reflect that. Invest wisely, and 
remember there is a link between a safe commute and business continuity.

How to get started: Do your homework internally
We published the Scoop Safe Commute Toolkit to utilize our transportation mode 
evaluation matrix, manager’s discussion guide, and employee pulse survey.

Jon
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Commuter sentiment

Jon passes to Rachel
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Sizing up the shift in commuter sentiment

● We knew the landscape for commuting would change dramatically due to COVID-19. But to what 
degree? And in what ways?

● It was crucial to us and our Customers to better understand how to support commuters. Where can 
we adapt existing solutions? How do we have to change? Where are our blind spots?

● We’ve talked about how safety is critical for the commute. Today, we’ll share the data driving those 
insights as well as additional findings and insights. 

● Commuting is undergoing a generational transformation in real-time. We’re going to experience 
mass change to commute decision making criteria, preferences, and comfort levels.

● Our goal today is to strengthen our collective understanding in order to create action. This is a 
challenge we’ll have to solve locally, but we can share knowledge broadly.

Rachel
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How we collected this research

Scoop Commuter Survey National Commuter Survey

● 1,600+ respondents via email
● Active and inactive Scoop 

commuters from six major metros in 
the West, Southwest, and Midwest

● Completed in early May

● 10,000+ respondents via Google 
Surveys

● Screened for active commuters 
across the country

● Completed in early May

Rachel
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Decision factors: Health & Physical Safety

0

50

100
YOUR TITLE YOUR TITLE

Health Physical safety

+35% +11% Health & Safety are now critical
Health went from the bottom to a top 
consideration. Physical safety became even 
more critical than before, while taking on 
NEW meaning.

These are “everyone” issues
Only ~5% of respondents didn’t feel Safety 
and/or Health were important.

Importance Rating

Pre-COVID Now Pre-COVID Now

Rachel
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7%

Decision factors: Cost & Traffic

~80%

73%

Cost is now an even bigger factor
Commuter concern around cost is 
increasing with the macroeconomic 
pressure. This is likely to create tension 
with employer budgets.

Traffic is less front-and-center… for now
Perhaps “out of sight, out of mind,” but right 
now, commuters are less concerned about 
the traffic. History tells us that’s unlikely to 
last.5%

Rachel
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Will continue to drive alone in an SOV (single-occupancy vehicle)

Decision factors: Driving Alone

>90%

81%

30%

25%

Describe driving alone as safe

Think driving alone is cost-effective

Only have a Shared Vehicle or no vehicle at all

Rachel
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Decision Factors: Non-SOV

-37% across shared modes

Rachel
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Increased SOVs come at a cost

SOV is naturally seen as the safest option, while 
more density now correlates to more concern.

The SOV Conundrum

Rachel

Historical pain points could get worse
Congestion, traffic, and negative environmental 
effects are likely to spike, as are real recruitment 
& retention issues.

We’re at risk of going backward
Accessible, affordable commute options will 
come at the cost of safety, leaving many behind 
and unwinding a decade of mobility progress.

High density is now a problem

Commuting expenses will increase for 
individuals, and mental and physical health will 
be negatively impacted.
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Some daylight: Safety perceptions of non-SOV vary widely

Transit

Ride-hail

Shuttle /
vanpool

Carpool

Carpooling was ranked by Scoop commuters 
as the safest non-SOV alternative.

Rachel
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Nationally, carpooling is seen as the safest alternative

% of respondents who said carpooling posed a lower health & safety risk

85% 69%

vs. Shuttles / Vanpoolvs. Public Transit

Rachel
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Some employees very eager to get back ASAP

The vast majority of employees will look to be back in the 
office in some regular capacity as COVID-19 is contained.

76% of employees reinforced that health and safety is the 
top priority for their commute if they have to go back (more 
than speed or cost). 

Where will we be working?

Majority of commuters prefer to WFH, for now
Given the option, the majority of Scoop and national 
commuters prefer to work from home if given the option 
until a vaccine is available.

When WFH isn’t an option, health & safety rules

Roughly ⅓ of commuters want to get back into the 
office as soon as possible.

But long-term, 76% want the office or hybrid

Rachel
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Who will commuters rely on for decisions on commute?

 

Their 
employer

Local Gov’t

Personal 
perception

Rachel
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Takeaways: What the data tells us

1. Health and Safety are dominant in commute selection, and intent for shared is declining. 
Left unaddressed, more commuters will choose to drive alone or be left without a means to commute.

2. SOV-related challenges are at risk of getting worse. Access to mobility, congestion & traffic, mental 
and physical health, retention, and productivity are all negatively linked to increased driving alone.

3. Views on shared mode safety vary greatly. Carpooling is seen as the safest option both amongst 
Scoop and national commuters.

4. Employers are a lead voice influencing individual commute decisions. Employees are looking to their 
companies to provide and communicate a safe, reliable, and equitable commute solution.

5. New hybrid workplaces amplify the need to invest in variable, flexible, and scalable programs. 
Companies need to revisit existing offerings and explore new ones.

Rachel
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Impact on your organization

Rachel passes to Jon
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     So let’s be honest, it’s about to get pretty complicated. 
     We have to totally reimagine how people work and commute in this new hybrid landscape.

Returning to the workplace, and a new hybrid normal

Jon

● Focus in webinar 1 was about return to workplace–but that’s just the beginning

● Continued changes and swings in commuter behavior should be expected

● With more people working from home we have more scenarios to manage 

● 95%+ agree or are neutral that their employer needs to adopt more flexible long-term WFH policies
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It’s not just about managing transportation anymore. 
It’s about managing mobility.

● Knowing where employees want to be working–and how they’ll get there

● Ensuring work can be productive for everyone, everywhere, everyday

● Expanding programs to provide options commuters feel are safe

● Guiding employees through a long array of new and ongoing decisions

Mobility Management Transportation Demand Management 

Jon
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Mobility management is a multi-department effort

Human 
Resources

Finance
Facilities/ 

Transportation

+ IT
+ Government

Jon
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Protect both sides
You have to balance 

protecting your employees 
and protecting the 

company. That means 
finding ways to address 

fears and concerns while 
staying productive & 

cost-effective.

40% gap in connectivity
Employees feel 40% less 
connected to co-workers 

when at home. That’s a big 
motivator for hybrid work, 
and for bringing people 

back together in a 
timely–but safe–manner.

You’re the trusted voice
Employees are looking to 

you for guidance, even 
more than the CDC. And 

they have high 
expectations–sometimes 

expecting more 
preparedness than you 

might have in place.

Policymaker
You have to develop–and 
communicate–the critical 
policies that will enable 

your company to return to 
work and then navigate 

the new hybrid 
environment.

Human Resources department considerations 

Key Role Opportunity Major Insight Double-edged Sword

The bottom line
Your mandate is to engage your people to accomplish the organization’s goals. 

You can’t do that if your workforce can’t work effectively.

Jon
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Cost sensitivity is rising
After health and safety, 

cost sensitivity increased 
the most for commuters. 

Many of them will feel 
personal economic 

pressure, which in turn 
puts pressure on the need 

for equitable programs.

Protect business 
continuity

Keeping top performers 
and effectively attracting 

new talent is key right 
now. They’ll be closely 

scrutinizing your programs 
and investments–starting 

with the commute.

Investing in home and 
office

Hybrid work means you’ll 
have to balance 

employees’ needs at home 
(e.g. setup) and at work 

(e.g. the commute). That’ll 
require thoughtful balance.

Finance department considerations

Investor
Your priority is to invest in 

the areas most likely to 
ensure you can keep your 
workforce safe and still be 

product in the hybrid 
environment.

Key Role Opportunity Major Insight Double-Edged Sword

The bottom line
There are unique opportunities to deliver greater company value with less investment. 

Now is the time to be a catalyst for positive change and empowerment.

Jon
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Familiar, masked faces
The top 2 safety priorities 
for shared commuting are 

wearing masks and 
commuting with people 

you know. These 
preferences must shape 

your policies and 
programs.

Front-line leader
Commuters will look to you 
for guidance and support 
at every step of the way. 
You’ll be the one directly 
supporting their return to 
work, ongoing commute, 

and overall safety 
concerns.

Facilities/Transportation department considerations

Transportation is 
front-and center

Employee mobility has 
often been siloed or 
deprioritized into a 

departmental effort. Now, 
it’s a foundational piece of 
every workforce strategy.

Support but enforce
Employees will look to you 
for day-to-day support and 
understanding, but you’ll 

also need to be “bad cop” 
and make sure 

transportation and facilities 
guidelines are closely 

adhered to.

Key Role Opportunity Major Insight Double-Edged Sword

The bottom line
This is a pivotal moment for facilities and transportation leaders. Your decision making and implementation 

ability will have a huge impact on your entire organization for a long time to come.

Jon
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Social Advocate
Our communities will look 

to you to reinforce the 
importance of offering 

affordable, 
environmentally friendly, 

and reliable mobility 
programs–even when it 

may not be easy.

Government and city department considerations

Perception is reality for 
transit

>80% of commuters don’t 
feel comfortable on transit 
right now. Even if the risk 

they perceive isn’t 
real–perception is how 
they’ll make decisions.

Private partnerships are 
required

With the challenges facing 
public transit, there has 

never been a more 
important time for the 

private and public sectors 
to work together to solve 

commuter mobility.

Creative but sustainable
This is an important time to 

think creatively about 
public programs that can 
dually support short-term 
needs without negatively 
impacting the long-term 
vision and mandate of 

public transit.

Key Role Opportunity Major Insight Double-edged Sword

The bottom line
Public transportation is facing an unprecedented challenge that requires a coalition mentality, 

and a willingness to let the “best ideas win”–even if they’re new ones.

Jon
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The three themes to (re)building your mobility program

2

1

3

Safety trumps all
It’s the cornerstone of any program going 
forward, driving individual and organizational 
decision making.

The workplace will become a hybrid
Most employees want to be in the office and 
at home. This means more mobility to plan for 
and manage.

Spring into action
Employees are looking to their employers for 
guidance and decisiveness so they can rely 
on them to feel safe and supported.

Jon
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Next steps

Jon
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It’s time to take action–your employees are expecting it

Received commute 

guidelines

12%

Received

WFH guidelines

67.5%

Received return to 

work options

27.9%
Received mental 

health guidelines

25.4%

78% of Scoop commuters say their employers are prepared for the return to office. 
But nationally, commuters aren’t getting the guidance they need.

Jon
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And you have an opportunity to see what others aren’t

Even comprehensive surveys from leading consulting firms have yet to research the commute.

Mercer's Global Survey #4 (April 2020)
How are companies adapting to the COVID-19 

business and workforce environment?

PwC COVID-19 US Employee Pulse Survey (May 2020)
How do employees feel about returning to the workplace?

Jon

https://app.keysurvey.com/reportmodule/REPORT2/report/41488264/41196084/81161cc101fab7845b8cb499d857e8b9?Dir=&Enc_Dir=60e929fb&av=IxnIBAm77ac%3D&afterVoting=766b5e62be4f&msig=32162cb48db989d5d550fdc13ba64dc0
https://www.pwc.com/us/en/library/covid-19/employees-anxious-about-returning-to-workplace.html
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→ Find alignment, but be decisive
→ Communicate early and often

→ Digest and analyze program feedback & needs
→ Align on internal priorities and perspective
→ Conduct an honest evaluation to build a plan

→ Guide managers through 1:1 discussions
→ Collate conversations across departments, HRBPs, etc.

From assessment to action

1. Research

3. Evaluate

→ Survey your employees!
→ Monitor published research and new articles
→ Keep talking to us! We’re here to help

2. Discuss

4. Act

Jon
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Scoop is here to help: Safe Commute Toolkit

Jon

Download: bit.ly/scoop-toolkit

http://na-sj30.marketo.com/rs/423-JTP-331/images/Scoop's%20safe%20commute%20toolkit.pdf
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Time for Q&A

Jon
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bit.ly/scoop-toolkit

The Future of the American Commute series continues

Next webinar

June 12th @ 9am PST

CHRO perspectives on the 
need for a safe and equitable 
employee commute

Get Scoop’s free safe 
commute toolkit

Jon
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Thank you for joining!
Get in touch: business@takescoop.com | @takescoop

The Future of the American Commute series 


