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Executive Summary
The2013 Ohio ECheck Customer Satisfaction Survey was mailed to 1,200 msetehsisevehicles

weretestedas part of the Eoheck emissions testing program administered by Ohio BRétal of 484
completedsurveys were returned fod@.3percentresponse rat&ince the last survey was conducted
the ECheck program has undergone significant changegwAdecentralized vehicle emissions testing
program ChoicePluswasestablished that provides emissions testirfglatservice ECheck stations,
selfservice kiosks, and authorized automotive repair statidns.yeayr the survey instrumerand
samplirg proceduresveremodified to addresthesechanges to thE-Checkprogram With these
substantial changes to the(eck program and survey, it is no longessibleto providea comparison

of past ancturrentsurveyresults

Findings from th€013 survey demonstrata@igh rates of motorist satisfactioMotoriss éxperiences at

the ECheck stationwerepredominatelyery positive In response to the questoaddressingnotorist
preference for emissions testing optiorespondentsexpressa strongpreferencdor options that include

the full-serviceE-Check stationsThe lowest levels of support are for the option that features authorized
automotive repair stations, 11.9 percent agreed with this option. In addégmty 60 percent of
respondentgdicated hey would not feel confident itheir test results if their vehigdevererepaired at

the same facilityat which the test took place, whigequarter of respondentslicated they would be

confident in their results under these circumstances.

Overall Satisfaction with the E-Check Experience
1 Overall satisfaction with the-Eheck experiencés high. Ninety-four percent of all respondents

answeedyes when askedi Wer e you satisfied with your ove
your last ECheck esP0 Similarly, whensatisfaction was queried asealed questiqr9l percent
of respondentagreed or strongly agreed they were satisfigd their most recent test
experience

1 Compared to those who were dissatisfied with the@heck experienceatisfied respondents
were significantly more likely to understand why their vehicle needed to be, teste&Check
testing is not statewidand feel their test results were explained well. Satisfied respondents were
also significantly more likely thadissatisfied respondents to believe thetticle emission testing
can help reduce air pollution and that their participation in t@h&ck program helps reduce air
pollution.
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Vehicle Maintenance and Repair
1 Regarding thewo questions onthe benefits é regular vehicle maintenancalmost all

respondentsvere familiar with thempactof regularmaintenancent hei r vehi cl ed s
and improved likelihood of passing the emission. test

1 Among those having repairs performed on their vehicle beforeitliteal E-Check test, the naa
amount spent was $3&®61d the median amount was $300.

T The average cost of repair seihitmrECheekseptvasdh®8 nt s 0

while the nedian cost wa$300.

Awareness and Usage of E-Check Information Resources
1 Before receiving the notice to have their vehicle tested, less thahicthef respondents were

aware of the new emissions testing options.

1 More respondents reported awareness of tl&ck website than the tdliee ECheck
information numberin addition, almost all respondents visiting the website repdrieas easy
to find the needethformationon the website

1 A small percentage oéspondent§3 percentcontacteddhio EPAfor assistance with the

program or to discudber test experience.

Recalling the E-Check Experience
1 Overall, the vast majority of motorisésesatisfied with the various aspects of tHei€Check

experienceAt least96 percentof respondentseporedthe waitingareawasclean,the testing
location was easy to finthe test resultasereaccurateandtheindividuals conducting the test
knew how to do their jobAt least90 percent of respondents felt timelividuals conducting the
testwere helpful andreated them welEighty-sevenpercentof respondentfound the waihg
time at the ECheckstationto be acceptabland were not concerned théeir vehicle would be
damaged during testing

1 Satisfaction rates weret as higlfor a few aspects of the-Ehecktesting experiencé&eventy
two percentof therespondents felt their test results were explained amed29 percentwould

have liked a better explanation of what happenebdw vehicle during testing.

Understanding E-Check Requirements
1 Respondents express the gredst| of difficulty understanding why the-€Eheck program is

not a statewiderequirementin 2013, 55 percenwof respondents reportelifficulty understanihg
thisrequirement
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1 In addition, respondents reportéavas hard to understanie requirements fdg-Check

exemptons and extensi@{41 percent) and where to obtain these (40 percent)

Opinions Regarding Emissions Testing Options

1 Respondents expressed the greatest leyaledérencd79 percent)for thefull-service ECheck
statbnsoptionwhere vehicles are tested on ficetme, firstserve basis. The lowest level of
agreement (12 percent) was fbe authorized automotivepair station option that may require
an appointment or dropping off the vehicle.

1 Sixty percent ofespon@ntsexpressedisagreement withn emissions testing system that
providestesting ancautomotive repair services at the same locatdmle a minority of
respondents26 pereni expressea preferencéor such a testing systerm addition a similar
percentagef respondent26 percen} agreedhey would be confident in test results if their

vehicle was repaired at the same facility where it was tested.

Vehicle Emissions, the Environment, and Ohio EPA
1 Nearly 70percentagree that vehicle emissiongsting helps reduce air polluticemd63 percent

reportedthey are helping to reduce air pollution by having tkiehicletested as part of the E
Check program.

1 There is a lack of knowledge related to air pollution contribgtfoom industry and motor
vehicles with ghird of respondents unsureniiotor vehicles create more ozone pollution than
industry.

1 A minority of respondentél7 percent)ndicated Ohio EPA is not doing a good job running the
E-Check program.

20130hio ECheck Customer Satisfaction Survey 5
Voinovich Schoobf Leadership and Public Affairs at Ohio University



Introduction

Starting in 200, motorist satisfaction with the Ohia&heck program has been evaluated annually by

means of indegndently administered surveyuring this time, the program haadergone periodsf

significant changeuntil 2005, changes tthe survey instrument and the@heck population prohibited

analysis of variatiomand trends from year to yeBetween2006 and 2012 the testing programsurvey
population and mosturvey itemgemained the sammaking it possible to compare reswdtsoss time

In the past year, the program has once again undergone major changes that required modifications to the
surveyandprevent comparisorns past and curremesults

This report presents the findings from the 2@t8o E-Check Customer Satisfaoti SurveyAlso noted
are any statistically significant differences in the survey results due to reported satisfaction with the E
Checktesting experiencer demographicharacteristicef the respondenthe response rate to tB613

surveyis 40.3percent
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How the Survey Was Conducted

Survey Instrument
This year the survey instrumenas revised toeflectthe newdecentralized testing progra@hoicePlus

These changes built upamodifications made to the survey instrumbeatore thereviousadministration
in anticipation of changes to the vehicle emissions testing progitaese changes focused @placing
language specific to the centralized vehicle emissions testing prégrgnk-Checkstatior) with
languagemoreappropriate for a deceatized systenfe.g, testing locatioh In addition, this year
guestions were added to assess familiarity with the testing optioegifemsng the selkervice kiosk,
and customer opinions of the available testing optiorgpudstion was added tgauge knowledge
regarding how to obtaian ECheck exemption or extensidfinally, a few questions were removed or
modified to reduce the length of the survey. Minbanges we made to the letters and prestdsthat
are used in the deployment of thaveyto reflect thenewdecentralized progranh copy of the survey

instrument is provideth Appendix |.

Sample Selection
The new ChoicePlus program also required changes to be made to the sample sectiomaqpiteviaus

years, thesample selection &s focused omone butbeginning withthis yearthe selection was based on
thenew emissiongesting optionsThesample was selected from all vehicles tested for emissions
betweerMarch 1, 2013andApril 30, 2013. TheVoinovich Schoolwas provided with a database of
testedvehiclesand randomly selected a sample of 1,200 vehicles thapvegortional to the usage of the
testing options during this perio@o provideadequateepresentationf customersvho failed the
emissiondest,care was taken to ensutet13 percent of the selected vehicles failed their initial
emissions testlso aspart of this selection process, vehicles associated with potentially troublesome
addresses were removed from the sample, including those thateghpe be fleet vehicles, those owned

by businessesnd those for which only a partiat out of stateddress was provided.

Survey Process
Four mailings were used to maximize responsmimespondecewith the methodology outlined bydn

A. Dillman in Mail andInternetSurveys: The Tailored Design Methdﬂd Edition. The first of these

mailings, an advance postcaxplaining the survey and requesting fiagticipation ofprospective
responders took placeonJune 7 2013 The survey instrumentover letteyanda stampedreturn
addresedenvelope were maileoh June 11followed bya thank you/reminder postcasdnt oubn June

19. OnJuly 9 the fourthand final mailing to nommespondentsook placeThis fourth mailing included a
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cover letterthesurvey formand a stampedeturnaddressed envelope. &bover letter reiterated the

importance of the project aradjain encourageaarospective respondestpb return their survey.

Survey Response
The Voinovid Schoolreceived484 completedsurveys throughugust 2013for a response rate 40.3

percent This response rate teree percentage pointsverthan the 201%urvey The response rates for

the various ECheck surveys conducteihse 2000 have rangédzbtween 4@nd 62 percerit.

Comparison of E-Check Survey Response Rates

?:r: dsuucrt\;edy Response N %
2000 744 1,200 62.0%
2001 659 1,200 54.9%
2003 604 983 61.4%
2004 547 1,200 45.6%

2005 (OBD-II survey) 626 1,200 52.2%
2005 494 1,200 41.2%
2006 575 1,200 47.9%
2007 564 1,200 47.0%
2008 505 1,200 42.1%
2009 629 1,200 52.4%
2010 562 1,200 46.8%
2011 523 1,200 43.6%
2013 484 1,200 40.3%

12000 through 2004 response rates obtained freBhéck survey reports prepared by The Ohio State University Center for
Survey Research.
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Survey Results

This section outlingthe responses to the ZDOhio E-CheckCustomer Satisfactionudvey. This section
also ncludes the results ohsquaré testing coducted on the disaggregated 2@iBvey resultsWhere
appropriate, th@013results are also reported by:

1 Reported satisfaction with the &hecktest experience (QuestidnandQuestion?1)

1 Age,gender, race, household incoarehousehold educational aihmentof the survey

respondents

In addition,Appendix Il contains frequency distributions for each item on tli& &0rvey for all
respondats and byesting optionsWhere appropriatéAppendix Il also documents margin of error on

the survey resultdased on &5 percentconfidence interval.

2 A chi-square test is used to determine if two variables are significantly related. Significartabrdations aréndicated in
the report by the notatiop € .05) wherep = probability that a finding of interest was reached by chance.
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Satisfaction with the E-Check Experience
100% -
90% -

80% -

70% -

60% -
m Strongly agree

93.6%
50% - Agree Yes
Disagree No
m Strongly disagree
40% - 61.3%
30% -
20% -
10% -
5.8%
B 30 | o
Do/n i T T 1
| was satisfied with my Were you satisfied with
overall test experience. your overal experience

when you received your
last E-Check test?
The survey includesmo questionsQuestionl andQuestion21, whichaddressno t o rovesalt s 6

satisfaction witltheir most recenE-Checkexperience.

1 Inresponséo Question 193.6percentof respondenta n s w e r ,6ttley Weyeesatisfied with
their most recenE-Checktest
1 Inresponse to Question 21, 91.2 percent of respondents agreed or strongly agreed that they were

satisfied with their overall test experan
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Satisfaction with Overall Experience by County of Residence

Were you satisfied with your overall experience when you receivg
your last E-Check test?
Yes No
County
Frequency Percent Frequency Percent
Cuyahoga 189 93.1% 14 6.9%
Geauga 17 85.0% 3 15.0%
Lake 42 91.3% 4 8.7%
Lorain 58 98.3% 1 1.7%
Medina 33 97.1% 1 2.9%
Portage 25 92.6% 2 7.4%
Summit 86 93.5% 6 6.5%

1 The highestevels ofsatisfactiorare fromresidents of Lorain and Medina Countiasdthe

lowestlevelsare fromGeauga County
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Prior Knowledge of Vehicle Testing Options

Before receiving the notice to have your vehicle tested, were
you aware of the new options for emissions testing?

100% -

90% -

30.9%

80% -

70% -

60% - Yes

mNo

50% -

40% -

30% -

20% -

10% -

0%

1 Before receiving the notice to have their vehicle tested, 30.9 percent of respondents were aware of
the new options for emissions testing.

1 Proportionally, more respondents aged 60 and older were awie reéw options for emission
testing tharthose age®&9 or less (p < .05).

1 Proportionally, morenalerespondents were awaretbé new options for emission testing than

female responden{p < .05).
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Prior Knowledge of Vehicle Maintenance Benefits
Before seeing this survey...
100% -
90% -
80% -
70% -

60% -

50% | 97.9% 97.9%
Yes
40% -
No
30% -
20% -
10% -
2.1% 2.1%
0% .
were you aware that regular vehicle were you aware that with regular
maintenance can increase your vehicle's maintenance your vehicle is more likely
engine life? to pass the emissions test?

1 When respondents were asked about the ingfaeigular vehicle maintenance, ércent of
respondents were unaware that regular mainte
1 The sane percentage (2.1 percent) wamaware that with regular vehicle maintenance their

vehicle is more likely tgpass the emissions test.
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Awareness and Usage of E-Check Information Resources

Before seeing this survey...
100% -
90% 22.5%
37.2%
80% -

70% -
60% -
50% -

, Yes
40% 1 77.5% No

30% 62.8%
20% -

10%

0%

were you aware of E-Check’s toll-free  were you aware of the E-Check website,
information number, 1-800-CAR-TEST www.ohioecheck.org?

1 More respondents reported awareness of tln&ck website (37.2 percent) than th€keck
toll-free information number (22.5 percent).

1 Proportionally, more respondents aged 60 and older were awaf€ bf & c k dree t o | |
information numbethanthose aged 59 or less (p < .05).

1 Proportionally, nererespondents from householdi&h an annual income déss thar$50,000
reported awareness thfe :800-CAR-TEST numbethan respondentsith a household income
of $50,0000r more(p < .05).

1 Proportionally, mor@onwhite respondentand respondentadicatingmore than oneace or
ethnicitywere aware of E£ h e ¢ k {ree inforonhtibn numbehan white respondeni{p < .05).

1 More of the respondents from householdth a twoyear degree or lessported awareness of
thetoll-free information numbeahan respondents from households t h at | east
degregp < .05).
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Have you visited the E-Check website to get information
about the E-Check program?

100% -
90% -
80% 38.2%
70% -

60% -

Yes
No

50% -

40% -

30% - 61.8%

20% -

10% -

0%

1 Among thoseaware of the ECheck website, www.ohioecheck.org, 38.2 percent of respondents
indicated visiting the website to get information about the program.

1 Proportionally, more respondents aged 59 or less reported visitingGhedk website to get
information abat the ECheck program than those aged 60 and older (p < .05).

1 More of those with an annual household income of $50,000 or more reported visiting the website
than respondents with a household income less than $50,000 (p < .05).

1 Moreofthere pondents from hous e h aéegkeaeponedvtisitinggdhe E| e a s
Checkwebsite than respondents from househultsre the highest level of education is atwo
year degre¢p < .05).

1 Almost all of the espondents visiting the-Eheck webge reported it was easy to find the needed

information (96.9 percent) and that the information was helpful (98.5 percent).
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Assistance with E-Check Program

Did you contact any of these resources regarding your most recent test
experience, or for assistance with E-Check?

0, 0
100% 0.9% - 0.9% 0.2%
. (]
90%
80% -
70% -
60% |
0 i
50% 99.1% 96.7% 99.1% 99.8% Yes
No
40%
30%
20% A
10% -
0% T T T
| phoned | visited an EPA Office | phoned Ohio EPA | sent an e-mail to
1-800-CAR-TEST E-check

1 One percent or less therespondentseported calling 800-CAR-TEST (0.9 percent) or sending
an email to ECheck (0.2 percent) regarding their most recent test experience or for assistance
with E-Check.

9 Of the four respondents that reported callir@0D-CAR-TEST, three found it helpful anone did
not respond to the question.

The one respondent sending amail to ECheck indicated it was helpful.

A small percentage of respondents indicated contacting Ohio EPA regarding their most recent test
experience or for assistance witiCBeck by vsiting an EPA Office (3.3 percent) or calling Ohio

EPA (0.9 percent).

1 Of thefifteenrespondentthat visited an Ohio EPAffice for assistancelOreported that it was
helpful, three reported it was not helpful and th not answer this followap quesbn.

1 Of thefour respondents who reported calling Ohio EB#eeindicatedthat the call was helpful
andonedid not respond to this question.
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Preparing for the E-Check Test

Before having the initial E-Check test, did you have any
emissions-related repairs performed on your vehicle?

100% -

8.3%

90% -

80% -

70% -

60% -

S0% -

Yes

40% - "No

30% -

20% -

10% -

0%

1 Approximately eighpercent of respondents reported taking thiehiclein for repairs pior to
having their ECheck test

§ Themean &veraggamount spent in anticifian of ECheck testing was3B6, and the mediah
amount was $30.

1 Proportionally, nererespondents from householgh an annual income déss thar$50,000
reported taking their vehicle in for repairs prior to having the@Heck testhan respondents
with a household incomef $50,0000r more(p < .05).

% Median: Of all reported repair amounts, the middle one from the highest to the lowest values.
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Failing E-Check
Did your vehicle fail the initial E-Check test?

100% -

90% -

80%

70% -

60% -

50%

“Yes

40% | =No

30% -
20% -

10% -

0%

1 Among respondents 6gercent reported that their vehicle failed ithiéal E-Ched test
1 Amongthose whose vehicles fadthe testthe mean &veraggamount spent on repaw&as
$303, and the median amount wa308.
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Recalling the E-Check Experience

100% ~

90%

80%

70% -

60% -

50% -

40%

63.2%

30% -

20% -

10% -

2.7%

m Strongly agree
Agree
Disagree

m Strongly disagree

69.5%

1.9%

0%
The testing location was easy to find.

Y 4

The waiting area was clean.

1 Themajority of respondeniagreedr strongly agreed th#tte testing locatiowas easy to find

was %.2

1 Thepercentagef respondentagreeing or strongly agreeitigat the waitingareawas clearwas

96.6percent
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100% -

90% -

80% -

70% -

60% -

m Strongly agree

0, 4
50% Agree
Disagree

m Strongly disagree

40% - 61.2%
62.2% 61.8%
30% -
20% -
10% -
6.9%
2.7% 4.2%
0% I 26% , | 1.5% | , [ 1.3%
The individuals conducting the test The individuals conducting the test | was treated well by the individuals
were helpful. know how to do their jobs. conducting the test.

1 The majority of respondents agreed or strongly agreed that the individuals conducting the test
were helpful (90.5 percent), knew how to do their jobs (95.6 percent) and treatesithiedent
well (94.5 percent).
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100% -

90% -

80% -

70% -

60% -

56.1%

m Strongly agree

50% - Agree
Disagree
m Strongly disagree
40% | 71.2%
30% -
20% -
22.2%

10% -

0% - [ 1.8%

T
Everything was explained well when | received | believe the test results were accurate.
my test results.

1 Approximately 72 percent of respondeatgeed or strongly agreed that everything was explained
well when they received their test results.

1 Proportionally, more respondents who agreed everything was explained well when they received
their results were satisfied with their@heck experience &m those who disagreedth this
statemen(p < .05).

1 Over 96 percent of respondents indicated agreement when asked if they believe their test results

wereaccurate.
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100% -

9.1%

8.0%

90% -

21.9%

80% -

70% -

50.4%

50.8%
60% -

= Strongly agree
50% - Agree

53.6% Disagree
m Strongly disagree
40% -

30% -

20% -

10% -

0% -

The length of the wait at the E- | would have liked a better I was concerned my vehicle would
Check facility was too long. explanation of what was happening be damaged during the E-Check
to my vehicle during the testing. process.

1 Approximately88 percent of respondents did not feel their wait time at t68&&ck facility was
too long.

1 Less than on¢hird (29.1 percentdf respondents would have liked a better explanation of what
was happening to their vehicle during the testing.

1 Proportionally moredissatisfiedespondentgould have liked a better explanation of what was
happening to their vehicle during the tésin those whavere satisfied with their testing
experiencep < .05).

1 The percentage of respondents indicating they were condéiedehicle would be damaged
during the ECheck process was 12.5 percent.
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Understanding E-Check Requirements

Do you find the following E-Check requirements hard to understand:

100% -
10.6%

90% |
24.7%

80% |

55.1%
70% -

60% -

50% -
Yes

89.4%

40% -

75.3%

30%

44.9%
20%

10% -

0%

When my vehicle needs Why my vehicle needs testing? Why E-Check testing is not
testing? statewide?

1 Approximately 11 percent eespondentseportedt was difficult to understand-Eheck
requirements regarding when their vehicle needs to be tested.

1 A quarter of respondents (24.7 percent) find it difficult to understand why their vehicle needs
testing.

1 Proportionally, morealissatisfied respondenteportedt was hard to understanehy their vehicle
needs testing than respondents were satisfied with their test experieifpe .05).

1 Over half of the respondents (55.1 percaffijmed that it is hard tanderstand why £heck
testing is not @aequired statewide program.

1 Proportionally, more respondemtissatisfied with their test experien@portedt was hard to

understandvhy E-Check testing is not a statewide progrtuan satisfied responder{fs< .05).
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Do you find the following E-Check requirements hard to understand:

100% -

90% -

80% -

70% -

60% -

50% - “Yes

=No

40% -

30% -

20% -

0% -
E-Check exemptions and extensions? Where to get E-Check exemptions and
extensions?
1 Over 40percent of respondesi4 1.3 percentgategorizedE-Check exemptions and extensions as
hard to understand
1 A similar percentage (40.4 percent) reported it was difficult to understandGihe ¢k

requirements regarding where to get exemptions and extensions for the program.
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Preferences Regarding Emissions Testing Options

0n -
100%
9.5%
90% -
80% -
70% -
41.8%
60% -
50.4%
50% - mStrongly agree
Agree
42.1% Disagree
40% - m Strongly disagree
Don't know
30% -
10.0%
20% -
9.7%
7.1%
10.7% 9.2%
5.8%
0% ‘ T
| prefer the current emissions testing | prefer an emissions testing system | prefer an emissions testing system
system that provides testing locations that provides testing locations only at  where you take your vehicle to a full
at authorized automotive repair stations authorized automotive repair stations, service testing station that only
and the full service E-Check Stations. even if | may have to wait to receive provides testing services, where no

testing services, make an appointment, appointments are necessary and where
or drop the vehicle off for a period of your vehicle is tested on a first-come,
time. first-serve basis.

In 2013 questions were added to tBeCheck Customer Opinion Surveydmaminerespondents
preferences fathe variousfeaturesof the new decentralized vehicle emissions testing program
ChoicePlus. The ChoicePlus program incluelesssions testing at authorized automotive repair stations

self-service kiosks, and fullervice ECheck stations.

1 The majority of respondents (72.2 percent) prefer the current emission testing system that
provides testing at authorized automotive repair stations anseiice ECheck stations while
17.1 percent disagreed or strongly disagreed with this option.
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1 The majority of respondents expressed disagreement with the option offering testing atedithori
automotive repair stations that might require waiting to receive testing, making an appointment,
or dropping off their vehicle for a period of time. Approximately 79 percent of respondents
disagreed or strongly disagreed with this option while 11.8gm¢rexpressed agreement.

1 Approximately 15 percent of respondents expressed disagreement with-service ECheck
station option offering testing on a fisbme, firstserve basis while 79.0 percent expressed a
preference for this option.
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100%

90% -

221% 22.2%

80% -
70%

60% -

38.9% 37.6%

H Strongly agree
50% -
Agree
Disagree
m Strongly disagree

40% | Don't know
30% |

20% -

10% -

14.4% o
0% T 1
| prefer an emissions testing system that | would feel confident in my test results if my
provides automotive repair services atthe  vehicle was repaired at the same facility where
same locations where vehicles are tested. it is tested.

1 Approximately 60 percent obspondentsdicated they dishot preferan emissions testing
system that provides automotive repair services at the sant@toadere vehicles are tested
while 26.0percentexpressed agreement for this testing sysiption

1 A similar percentage (57.8 percedi3agreed or strongly disagreed tthety would be confident
in their test results if their vehicle was repaired at the same facility where it waswdste@6.3
percent agrakor strongly agreed they would benfident in their test results under these

circumstances.
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Vehicle Emissions and the Environment

100% -

21.4%

90% -

80% |

70% |

60% - u Strongly agree
27.3% Agree
A44.7% Disagree
50% - u Strongly disagree
Don’t know
oL |
"
30% -
13.5%

20% |

34.2%
8.2%
10% |

9.5%

0%

Vehicle emissions testing can help reduce air Motor vehicles create more ozone pollution than
pollution. industry.

1 Over twothirdsof respondent&8.8 percentagreed thatehicle emissions testing can help
reduce air pollution

1 Proportionally, more respondergatisfied with their testing experienagreed that vehicle
emissions can help reduce air polluttbandissatisfied respondengp < .05).

1 Moreofthere pondents from hous e h aégkeagreed thahvelacte | eas
emissiongesting ca help reduce air pollutiothan respondents from householdsere the
highest level of education is a tvyear degree or legp < .05).

1 Approximately a third of responderi4.2 percentina r k e d f d tothé diestiom o w0
regarding motor vehiclesreating more pollution thamidustry indicating a lack of knowledge
this area.
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100% -

11.4%

90% -

80% -

70% -

55.1%
60% - 46.3% : m Strongly agree

Agree

Disagree

50% - u Strongly disagree
Don’t know

40%

0, .|
30% 16.7% 8.9%

20% -

10%
16.7%

10.6%

0%

| am helping to reduce air pollution by having my The Ohio EPA is doing a good job of running the
vehicle E-Checked. E-Check program.

1 Sixty-three percent of respondemigreed they are helping to reduce air pollubgrparticipating
in the ECheck program

1 More respondentsidicating satisfaction with their test experieaggeed they are helping to
reduce air pollution by having their vehicle@hecked than thos#issatisfied with their test
experiencdp < .05).

1 Proportionally, more respondents aged 60 and @lgexed tby are helping to reduce air
pollution by participating in theEheck program thatmose aged 59 or less (p < .05).

1 Two-thirds of respondentgree thatOhio EPA is doing a good job of running theClBeck

program
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1 Proportionally, more satisfiagspondets agreedhat Ohio EPA is doing a good job of running
the ECheck program than those dissatisfied with their test exper{prceé5).

1 Proportionally, more respondents aged 60 and @lgeredhatOhio EPA is going a good job of
running the ECheck progam tharthose aged 59 or less (p < .05).

1 Proportionally, nore of those with an annual household incomless thar$50,000agreedhat
Ohio EPA is going a good job of running theClheck progranthanrespondents with a
household incomef $50,0000r more(p < .05).
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Demographic Questions

Your gender:

Frequency Percent
Male 273 59.19
Female 189 40.99

1 More males than females participated in th€Heck Customer Satisfaction Survey.

Your age:

Frequency Percent
Less than 20 1 0.2%
20-29 15 3.2%
30-39 37 7.9%
40-49 62 13.29
50-59 126 26.89
60-69 133 28.29
70+ 97 20.69

1 Overhalf of the respondents reported their age as between 50 and 69 years old.
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Your annual household income:
Frequency Percen
Less than $25,000 67 16.59
$25,000-$49,999 103 25.39
$50,000-$99,999 152 37.39
More than $100,000 85 20.99

1 Over half of the respondentsported an annual household income of $50,000 or more.

Your race: (Mark all that apply.)

Frequency Percen
White 399 88.19
African American 29 6.4%
Asian American 10 2.2%
American Indian 3 0.7%
Latin American or Hispanic 8 1.8%
Other 10 2.2%

Note: Total does not equal 100 percent because respondents
could select all that apply.

1 The majority of respondents indicdtieir race or ethnicity as white.
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Are you:
Frequency Percent
The vehicle owner 441 92.69
A relative of the vehicle owner 30 6.3%
A friend of the vehicle owner 2 0.4%
Other 3 0.6%

1 The majority of respondents take their ovahicleto the ECheck station.

The adult in your home with the highest
education has:

Frequency Percenf
Less than a high school diploma 9 2.0%
High school diploma 129 28.79
Two-year degree 60 13.39
Bachelor's degree 131 29.19
Master's degree 83 18.49
Professional/Doctoral degree 38 8.4%

1 Overhalf of the responding households haweadult member who has attairaédeast a

bachel or6s degree.
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Appendix I: 2013 Ohio E-Check Customer Opinion Survey

CARE
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Ohio E-Check Customer Opinion Survey

Instructions for completing survey:

Mark answers like this: @ Not like this: & &

1. Were you satisfied with your overall experience when you received your last
E-Check test?

2. Before receiving the notice to have your vehicle tested, were you aware
of the new options for emissions testing?

Before seeing this survey...

3. Were you aware that regular vehicle maintenance can increase your vehicle's
engine life?

4 \Were you aware that with regular maintenance your vehicle is mare likely to pass
the emissions test?

5. Were you aware of E-Check’s toll-fres information number, 1-800-CAR-TEST?

&. Were you aware of the E-Check website, www.ohioecheck.org?

7. Have you visited the E-Check website to get information about the E-Check
program?

Ta. Was it easy to find the information you needed on the website?

Th. Was the information helpful?

Please continue on the next page.

)
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(If no, skip to #3.)

O No
(If no, skip to #3.)
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O No
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Before seeing this survey...

3. Did you contact any of these resources regarding your most recent test experience, or for assistance with E-Check?

| phoned 1-800-CAR-TEST OYes OMNo

If yes, was it helpful? OYes ORNo
| visited an EFPA Office OYes O Mo

[f ves, was it helpful? OYes OMNo
| phoned Chio EPA OYes (ONo

If yes, was it helpful? OYes O No
| sent an e-mail to E-Check OYes ONo

If yes, was it helpful? OYes ORNo

E-Check Test Preparation and Results

9. Before having the initial E-Check test, did you have any emissions-related repairs OYes OMNo
performed on your vehicle?
If s0, how much did you spend on emissions-related repairs before the initial test? 5, ., 00
10. Did your vehicle fail the initial E-Check test? CYes ONo
If 50, how much did you spend on emissions-related repairs for the retest? 5 00

For each of the following statements, please think about your most recent E-Check experience:

Strongly Strongly Don't

Disagree Disagree Agree  agree  Know/NA
11. The length of the wait at the E-Check facility was too long. O o O O o
12. The waiting area was clean. O 'e] O O O
13. The individuals conducting the test wers helpful. O 0 0 O O
14. The individuals conducting the test know how to do their jobs. O 9] O O o
15. Fljg?; ggoemed my vehicle would be damaged during the E-Check o o o o o
16."I1;:.'3:rl1c:£r|1§\$ :;Prc]:;i r?;]t?etstﬁ:i gj.tplanahnn of what was happening to o O e o o
17 BEverything was explained well when | received my test rasults. O 9] O O o
18. 1 believe the test results were accurate. o O O o o
19._ | was treated well by the individuals conducting the test. o] 9] O o] 9]
20. The testing location was easy o find. o 0] 0 O o
21| was satisfied with my overall test experience. O 0 0 O O
22_Ifyou used a self-service kiosk, did vou find the kiosk directions easy to follow? O Yes ONo

L
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Do you find the following E-Check requirements hard to understand:

23. When my vehicle needs testing?

24, Why my vehicle needs testing?

25. Why E-Check testing is not statewide?
26. E-Check exemptions and extensions?

27. Where to get E-Check exemptions and exiensions?

Comment Section: Please tell us which gquestions you are referring to.

Cluestion #

O Yes
O Yes
O Yes
O Yes

O Yes

O No
G No
O No
G No

O Mo

Cluestion #

In Chio, motorists can now choose to have their emissions testing take place at facilities that

exclusively conduct emissions testing, or at authorized automotive repair stations.

Please give us your opinions regarding these testing options.

Strongly

Strongly  Don't

Disagree Disagree Agree

28. | prefer the current emissions testing system that provides testing
locations at authorized automotive repair stations and the full service o
E-Check Stations.

29. | prefer an emissions testing system that provides testing locations
only at authorized automaotive repair stations, even if | may have to

O
walt to receive testing services, make an appointment, or drop the
vehicle off for a period of time.

30. | prefer an emissions testing system that provides automotive repair
senvices at the same locations where vehicles are tested. O

31. 1 would fzel confident in my test results if my vehicle was repaired at
the same facility where it is tested.

32. | prefer an emissions testing system where you take your vehicle to
a full s=rvice testing station that only provides testing services, O
where no appointments are necessary and where your vehicle is
tested on a first-come, first-serve basis.

Please continue on the back.

>
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For each of the following statements, please fill in the circle that best describes your opinion:

Strongly Strongly Don't

Disagree Disagree Agree  agree Know
33. Vehicle emissions testing can help reduce air pollution. o O o O o
34. Mator vehicles create more ozone pollution than indusiny. O o o (9] (9]
35. | am helping to reduce air pellution by having my vehicle E-Checked. © O O (9] (8]
36. The Chio EPA is doing a good job of running the E-Check program. O o o O (8]

Please answer some gquestions so we can compare your answers to those of others.
37 Yourgender O Male O Female
38.Yourage: Olessthan20 ©20-23 (©30-39 ©40-49 ©O50-59 OB0-69 O 70+

38, Your annual household income:
O Lessthan 525,000 © $25,000-549,999 O $50,000-399,993 O More than 100,000

40. Your race: (Mark all that apply.)

O White O African American O Asian American O American Indian
O Latin American or Hispanic O Other

41. Are you:
O The vehicle owner O A relative of the vehicle owner
O A friend of the vehicle owner O Other

42 The adult in your home with the highest education has:
O Less than a high school diploma
O High school diploma
O Two-year degree
O Bachelor's degres
O Master's degree
O Professional/Doctoral degree

Comment Section: Please tell us which questions you are referring to.

Question #

Cluestion #

Thank you for participating in the E-Check Customer Opinion Survey!
Please return vour complated survey within two wesks in the stamped addressed envelope to:
Ohio University - Voinovich School, Building 22 - The Ridges, Athens, Ohio 45701
I 0181057686
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Appendix Il: 2013 E-Check Frequency Tables

1. Were you satisfied with your overall experience when you received your last E-Check test?

All Testing Locations

Full-Service E-Check
Stations and Self-Servic

Authorized Automotive
Repair Stations

N | w [ wmEr N % N %
Yes 450  936% = 2.2% 391 93.3% 59 95.2%
No 31 6.4%  2.2% 28 6.7% 3 4.8%
Total 481  100.0% 419 100.0% 62 100.0%

2. Before receiving the notice to have your vehicle tested, were

ou aware of the new options for emissions testing?

Full-Service E-Check Authorized Automotive
All Testing Locations Stations and Self-Servic Repair Stations
N | % | ME N % N %
Yes 146 30.9% 4.2% 122 29.5% 24 40.0%
No 327 69.1% 4.2% 291 70.5% 36 60.0%
Total 473 100.0% 413 100.0% 60 100.0%
Before seeing this surveyé

3. Were you aware that regular vehicle maintenance can increase your vehicle's engine life?

All Testing Locations

Full-Service E-Check
Stations and Self-Servic

Authorized Automotive
Repair Stations

N | % | ME N % N %
Yes 472 97.9%  1.3% 411 99.5% 61 101.7%
No 10 21%  1.3% 9 2.2% 1 1.7%
Total 482  100.0% 420 101.7% 62 103.3%

4. Were you aware that with regular maintenance you vehicle is more likely to pass the emissions test?

All Testing Locations

Full-Service E-Check
Stations and Self-Servic

Authorized Automotive
Repair Stations

N | % | ME N % N %
Yes 471 97.9%  1.3% 410 97.9% 61 98.4%
No 10 21%  1.3% 9 2.1% 1 1.6%
Total 481  100.0% 419 100.0% 62 100.0%

5. Were you aware of E-Check's toll free information number, 1-800-CAR-TEST?

All Testing Locations

Full-Service E-Check
Stations and Self-Servic

Authorized Automotive
Repair Stations

N | % | ME N % N %
Yes 108  225%  3.7% 95 22.7% 13 21.0%
No 372 715%  3.0% 323 77.3% 49 79.0%
Total 480  100.0% 418 100.0% 62 100.0%

*ME=margin of error
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6. Were you aware of the E-Check website, www.ohioecheck.org?

Full-Service E-Check Authorized Automotive
All Testing Locations Stations and Self-Servic Repair Stations
N | % | ME N % N %
Yes 177 37.2% 4.3% 153 36.9% 24 39.3%
No 299 62.8% 4.3% 262 63.1% 37 60.7%
Total 476 100.0% 415 100.0% 61 100.0%

7. Have you visited the E-Check website to get information about the E-Check program?

All Testing Locations

Full-Service E-Check
Stations and Self-Servic

Authorized Automotive
Repair Stations

N | % | ME N % N %
Yes 65 376%  7.2% 51 34.2% 14 9.4%
No 108 62.4%  7.2% 98 65.8% 10 6.7%
Total 173 100.0% 149 100.0% 24 16.1%

7a. Was it easy to find the information you needed on the website?

All Testing Locations

Full-Service E-Check
Stations and Self-Servic

Authorized Automotive
Repair Stations

N | w | ME N % N %
Yes 63 96.9%  4.2% 49 96.1% 14 100.0%
No 2 3.1%  4.2% 2 3.9% 0 0.0%
Total 65  100.0% 51 100.0% 14 100.0%

7b. Was the information helpful ?

All Testing Locations

Full-Service E-Check
Stations and Self-Servic

Authorized Automotive
Repair Stations

N | % | ME N % N %
Yes 64 985%  3.0% 50 98.0% 14 100.0%
No 1 15%  3.0% 1 2.0% 0 0.0%
Total 65  100.0% 51 100.0% 14 100.0%

8. Did you contact any of these resources regarding your most recent test experience, or for assistance with E-

Check?

| phoned 1-800-CAR-TEST

All Testing Locations

Full-Service E-Check
Stations and Self-Servic

Authorized Automotive
Repair Stations

N % ME N % N %
Yes 4 0.9% 0.8% 2 0.5% 2 3.4%
No 458 99.1% 0.8% 401 99.5% 57 96.6%
Total 462 100.0% 403 100.0% 59 100.0%
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If yes, was it helpful? (1-800-CAR TEST)

All Testing Locations

Full-Service E-Check
Stations and Self-Servic

Authorized Automotive
Repair Stations

N | % | ME N % N %
Yes 3 100.0%  0.0% 1 100.0% 2 100.0%
No 0 0.0%  0.0% 0 0.0% 0 0.0%
Total 3 100.0% 1 100.0% 2 100.0%

| visited an EPA Office

All Testing Locations

Full-Service E-Check
Stations and Self-Servic

Authorized Automotive
Repair Stations

N | % | ME N % N %
Yes 15 33%  1.6% 15 3.8% 0 0.0%
No 440  96.7%  1.6% 383 96.2% 57 100.0%
Total 455  100.0% 398 100.0% 57 100.0%

If yes, was it helpful? (EPA Office)

All Testing Locations

Full-Service E-Check
Stations and Self-Servic

Authorized Automotive
Repair Stations

N | w | ME N % N %
Yes 10 76.9%  22.9% 10 76.9% 0 0.0%
No 3 23.1%  22.9% 3 23.1% 0 0.0%
Total 13 100.0% 13 100.0% 0 0.0%

| phoned Ohio EPA

All Testing Locations

Full-Service E-Check
Stations and Self-Servic

Authorized Automotive
Repair Stations

N | % | ME N % N %
Yes 4 0.9%  0.9% 1 0.3% 3 5.2%
No 449  99.1%  0.9% 394 99.7% 55 94.8%
Total 453 100.0% 395 100.0% 58 100.0%

If yes, was it helpful? (Call to Ohio EPA)

All Testing Locations

Full-Service E-Check
Stations and Self-Servic

Authorized Automotive
Repair Stations

N | % | ME N % N %
Yes 3 100.0%  0.0% 1 100.0% 2 100.0%
No 0 0.0%  0.0% 0 0.0% 0 0.0%
Total 3 100.0% 1 100.0% 2 100.0%
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| sent an email to E-Check

All Testing Locations

Full-Service E-Check
Stations and Self-Servic

Authorized Automotive
Repair Stations

N | w [ W™ME N % N %
Yes 1 02%  0.4% 0 0.0% 1 1.8%
No 449  99.8%  0.4% 394 100.0% 55 98.2%
Total 450  100.0% 394 100.0% 56 100.0%

If yes, was it helpful? (Email to E-Check)

All Testing Locations

Full-Service E-Check
Stations and Self-Servic

Authorized Automotive
Repair Stations

N | % ME N % N %
Yes 1 100.0%  0.0% 0 0.0% 1 100.0%
No 0 0.0%  0.0% 0 0.0% 0 0.0%
Total 1 100.0% 0 0.0% 1 100.0%

9. Before having the initial E-Check test, did you have any emissions-related repairs performed on your vehicle?

All Testing Locations

Full-Service E-Check
Stations and Self-Servic

Authorized Automotive
Repair Stations

N | % | ME N % N %
Yes 40 8.3%  25% 33 7.9% 7 11.3%
No 442 917%  25% 387 92.1% 55 88.7%
Total 482 100.0% 420 100.0% 62 100.0%

9a. If so, how much did you spend on emissions-related repairs before the initial test?

All Testing Locations

Full-Service E-Check
Stations and Self-Servic

Authorized Automotive
Repair Stations

N

N

N

Maximum
Minimum

Mean (average)
Median

$1,100
$4
$386
$300

$1,100
$4
$391
$300

$700
$50

$365

$350
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