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‘l - Executive Summary I

The Kentucky Transportation Cabinet is committed to achieving new levels of quality

in the development, construction and maintenance of highways. To measure
improvement, the Cabinet first needed to establish a baseline of customer satisfaction with
the current highway system. The purpose of this study was to determine satisfaction levels
of professional drivers and elected officials through a mail survey that allowed the
respondents the opportunity to offer suggestions. The needs and opinions of users are
paramount to making sound highway investment decisions.

Little difference‘was noted in the satisfaction levels of the two groups. Both are
basically satisfied with the Cabinet's performance, with the professional drivers being
slightly more satisfied with the placement and ease of reading directional signs and slightly
less satisfied with snow and ice removal, road surface and bridge maintenance. Both
elected officials and professional drivers rank safety and pavement conditions as the two
most important characteristics of roadways. Of the top seven major characteristics, travel
amenities and visual appeal were ranked of least importance. Thirty-seven percent of
total respondents believe Kentucky's roadways are better than those of neighboring states,
while 36 percent believe the roadways to be about the same. The respondents gave a
high ranking to the professionalism of the Transportation Cabinet staff.

This study will be used to assist the Cabinet with its effort to initiate continuous
quality improvement by providing a beginning for measuring the Cabinet's performance in

the future.






" Introduction ﬂ

As an addendum to the telephone survey conducted to determine the level of

customer satisfaction with the roadways in Kentucky, a mail survey was sent to
professional drivers and elected officials in Kentucky. This report details the findings of
that survey.

The Transportation Cabinet provided a mail list of 6,500 addresses of individuals
holding commercial drivers’ licenses (CDL holders). The Transportation Center maintains
a mail list that provided addresses for county judge/executives, mayors, state senators and
state representatives; the mail list of elected officials totaled 662 addresses. The surveys
were color-coded so that separate tabulations were possible. The address labels were
coded in order to eliminate from follow-up mailings those individuals who had returned their
surveys. The label coding was used for this purpose only and no attempt was made to
identify the respondents.

Nearly 11 percent of the CDL holder addresses were out of date, and were returned
as undeliverable. The final count of CDL holders whose addresses were valid and
therefore should have received the survey form was 5,827. Elected official addresses are
easily verified and therefore wrong addresses were not a problem. It was necessary,
however, to send a second mailing to elected officials in order to get a representative
sampling of survey results.

The CDL holders returned 795 (13.64% of total sent) completed survey forms, which
provides a +/-3.4 margin of error at the 95 percent confidence level. Elected officials
returned 223 (34.41%) completed forms for a margin of error of 5.31 at the 95 percent
confidence level. The collected data were analyzed separately for each group and then
collectively with each group being given equal weight.

Survey respondents were provided an opportunity to offer suggestions for
improvements to Kentucky's highways. They took advantage of this opportunity by

returning over half of the survey forms with comments.



Ranking by Major Highway Characteristic ]

The respondents were asked to rank seven major characteristics of Kentucky’s
highway system. These characteristics were detailed as: bridge conditions (visual
appearance, durability, and smooth ride); maintenance response time (snow removal,
pavement repairs, guardrail repairs, rest area cleaning, and litter removal); pavement
conditions (smooth ride, surface appearance, and durability); safety (pavement markings,
lane width, shoulder width, warning signs, safety barriers, and roadway lighting); traffic flow
(Ievél of congestion, construction delays, accident clean-up, and toll booth delays); travel
amenities (destination signs, service signs, number of rest areas, and variety of rest area
services); and visual appeal (landscaping, mowing, rest area design, and environmental
compatibility).

The chart below demonstrates the rankings given to the seven major characteristics
with safety being the most important characteristic, followed by pavement conditions.
Visual appeal and travel amenities were of little concern.

Ranking Comparison

2.09

Safety
N 224

246

Pavement conditions 252

Maintenance response time M

Bridge conditions [ Y 3.58 BFlected Officials

BCDL Drivers
Traffic flow @ 3.83
Travel amenities
Visual appeal
T T T T T T T 1
7.00 6.00 5.00 4.00 3.00 2.00 1.00 0.00



Customer Satisfaction with Transportation Cabinet Performance

Respondents were asked to rate their level of satisfaction with the Cabinet's
performance in specific areas. The rating scale was from 1 to 5, with 1 being totally
dissatisfied and 5 being totally satisfied. To be considered unsatisfactory, a rating needed
to fall below the neutral value of 2.5. Using this scale, the respondents indicated at least
mild satisfaction with all of the performance measures. The following chart details

responses:

Levels of Satisfaciton

Maintenance of road surfaces
on state maintained highways

Maintenance of bridge
surfaces on state maintained

Snow and ice removal on state
maintained highways

Traffic flow in urban areas

Ease of seeing lane and

pavement markings at night B Elected Officials

BICDL Drivers

Overall satisfaction with state
maintained highways

Traffic flow in rural areas

The placement of traffic and
directional signs

Ease of reading and
understanding directional signs




" Professionalism of Cabinet Staff 1

Over half of the commercial drivers (55 percent) and 14 percent of elected officials
indicated they are not in contact with staff of the Kentucky Transportation Cabinet. Of
those professional drivers who indicated they were in touch with Cabinet personnel, 70
percent rated staff professionalism as good or excellent. Of the elected officials
responding to this question, 90 percent gave excellent or good ratings to professionalism.
The foliowing table gives actual percentages by respondent type and totals for all
responses:

Staff Professionalism

B Elected Officialg
Poor ECDL Drivers
OTotal
Fair
Good
Excellent
13.84%
No contact 55.09%
49.79%
0.00% 10.00% 20.00% 30.00% 40.00% 50.00% 60.00%



“ Comparison of Kentucky Roadwa_xys with Surrounding States

The chart below demonstrates that the respondents think Kentucky roadways

compare favorably with those of neighboring states:

How Kentucky Compares to Other States

HE Elected Officials]

Much worse than other states B CDL Drivers

OTotal

22.32%
Somewhat worse than other 1 .38%

states
22.07%

]36.61%

About the same as other states NS 35.09%
36.21%

Somewhat better than other
states

Much better than other states §

T T T T 1

0.00% 500% 10.00% 15.00% 20.00% 25.00% 30.00% 35.00% 40.00%

I 4 l Il 1 4 t —
T T t

|| Suggestions for Improvements

Over half of the respondents chose to make suggestions for improvements. The
following chart shows that the most often mentioned subject of their comments was
maintenance. Next, the respondents commented on specific routes that were of concern
to them, either because of poor maintenance, high traffic volumes, needed safety features,

etc. Of those commenting on parkways, the concerns about the Western Kentucky



Parkway were most significant. Because of the difficulty of categorizing these suggestions
in such a fashion that each comment receives adequate attention, the entire text of the
comments are included. The numbers at the beginning of each comment signifies the
respondent’s category: 1 - legislator; 2 - county judge/executive; 3 - mayor; and 4 - CDL
holder.

Elected Officials CDL Drivers Total

Specific Routes 16 80 96
Maintenance 10 59 69
Parkways 9 49 58
Bridge Conditions 7 26 33
Pavement Conditions 4 26 30
Safety 2 25 27
Travel Amenities 4 21 25
Trucks 3 22 25
Visual Appeal 10 14 24
Employees 1 16 17
Working Hours 0 11 11

Speed Limits 2 8 10

Miscellaneous 28 69 97
Total 96 426 522

Conclusion

This study has been conducted in an attempt to assist the Cabinet with its effort to
initiate continuous quality improvements in the Kentucky highway system and to involve
its customers, the citizens of the Commonwealth, in decisions concerning their
transportation system. This study can provide a beginning for measuring the Cabinet’s
performance in the future.



Appendices
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Suggestions on how to improve Kentucky’s highway system:

1 Widen 31W at I-65 exit #2. Have more local and/or regional input from elected
officials. Raise the fuel tax to provide needed revenues for maintenance and
construction.

1 Increase the speed limit.

1 In some rural areas the department has become politicized with patronage taking
precedence over merit. If you can correct this, you will have a better, more professional
department with better morale.

1KY DOT commitment to Jefferson County is pathetic considering it sends $500
million more to Frankfort than it gets back. Budget should be increased for Jefferson
County needs, especially in maintenance area.

1 Come to western Kentucky, in particular, Union County and surrounding counties
and I'll show you!

1 Remind the employees (bureaucrats) at top who is paying the bills.

1 The approach to the Kennedy Bridge always seems to be dirty and weeds are
allowed to grow all summer. Grass cutting along Bardstown Road By-pass is allowed
to grow too high.

1 Improve markings on rural roads and improve rural bridges.

1 We need more maintenance money - especially the interstate system.

1 Ithink there should be another bond issue but not a gas tax.

1 Repave the Western Kentucky Parkway, it is dangerous and in embarrassing
condition!

1 Personally, | feel Kentucky is to be commended for highway service, that is from
planning to maintenance. However, | do hear from time to time from folks needing
service on secondary rural state routes. My request would be that our transportation
centers be willing to evaluate requests and if possibly comply with requests or at least
let those making the requests know why the needed work is not done.

1 Western Kentucky Parkway is in bad shape (stays in bad shape). Other highways
are in good shape.

'1 = Legislator



1 Signage - letter control - lighting - road contract awards (cost one runs - purposely
underbidding then back to General Assembly for more funding).

22 At this time | would like to thank the Transportation Cabinet for the work that they
have done for our roads. It was greatly appreciated.

2 In my opinion, you do a good job with what you have to work with. | think that the
equipment that was taken from you should be returned so that full maintenance could
be attained.

2 Please continue planning for a new bridge across the Ohio River at Milton, KY,
40045, Trimble County (US Highway 421). Repairs that are being completed this year
still leave this area with a sub-standard bridge.

2 More funds. KTC staff does excellent with funds available to them.

2 Refer road construction priorities to local and state elected officials. Omit political
contributions from the process - at least try.

2 | would like to explain why | have evaluated the seven major characteristics as
noted. Overall safety and traffic congestion are the two most critical issues facing our
community today. The other items listed in the survey are also very important. In the
past, Jefferson County has experienced major problems with several of these areas, ie,
snow removal, bridge safety, road maintenance, etc., and we need to strive for
improvement in all of the above.

2 Right of ways need to be mowed more frequently, especially at intersections.
Intersections of off ramps at interstates and state roads have some extremely
hazardous sight distances.

2 Improvement means dollars - dollars are hard to come by. Keep up the good work.

2 Keep up the planning and make each dollar count.

2 (Traffic flow in rural areas:) "US 27 South" traffic flow sucks canal water! Needs
immediate attention!! Lincoln/Pulaski Counties - bumper to bumper...HELP!!!!

2 Western Kentucky Parkway is in bad shape. It has been for several years. Pot
holes need fixed - Grayson County section!

2 Continuous effort to get more gas tax money returned to Kentucky.

2 Change signage law!

22 = County Judge/Executive



2 Pump more money into it!

2 There is insufficient return of state road funds to the urban areas where a high
percentage of this money is generated. Therefore, necessary new construction and
‘maintenance is not what it should be.

2 More money to local governments for asphalt.

2 Commissioner Johnson and Steve Taylor are excellent! Local engineer is
non-responsive unless | call my state representative. | expect you'll throw this out!

2 Tennessee is only a few miles away - they seem to have four lane roads through
even the smallest of towns - how do they do that?

%3 Have signs listing state police phone numbers for emergencies on major highways.
More help for broken down vehicles. More passing lanes in rural areas - Oldham,
Shelby, and Henry Counties. More guardrails in rural areas.

3 Need to cut grass along R.O.W.'s within urban areas more often. Four times a year
is ridiculous.

3 Fayette County 55 mph speed limit on I-75 is only good to feed their budget with
speeding fines. Let the traffic move!! Why build the extra lanes then slow traffic?

3 State routes like Route 8 - need repair - pot holes along shoulder of road, roads
need more shoulders.

3 Listen to your rural area people in tourist areas about traffic conditions. Also, at
intersections where pointer signs are showing another town, show how many miles out
that town. When installing stoplights need turning lanes for right and left at all 4 sides
instead of the 2 most traveled sides. Allow more billboards and forget the federal funds
for keeping out billboards.

3 State police enforcement of speed limit for trucks on I-71 Louisville to I-75 is much
worse than neighboring states (I travel I-71 and I-75 in Ohio and Kentucky twice a
month).

3 Increase attention to landscaping, beautification, and lighting.

3 We need a bridge in downtown Louisville now.

%3 = Mayor



3 My problem with state plowing heavy snow in very early morning is the pushing of
very heavy mounds into driveway entrances totally blocking exit for homeowners who
aren't aware until they are upon them.

3 Improvements in straightening routes - taking curves out and a system made to
continually update and reroute all roads maintained by the state.

3 Need to improve replacement and repair of lights on freeway system in Louisville
area. Paint Kennedy bridge.

3 Keep up the smooth surfaces, as you have. Use asphalt rather than concrete.
Eliminate all billboards.

3 Build a lane on I-75 south off I-64 to Highway 60 where you should not have to get
back on I-75 traffic tax and a quarter of a mile, thanks.

3 Take toll off Mountain Parkway or make it at least a standard parkway/toll road.

3 The Simon Bolivar Buckner Bridge in Munfordville, Kentucky at Green River needs
a new floor.

3 | personally think you do a fine job.

3 | believe the money spent by Kentucky on the high tech weigh stations, they should
be open seven days a week. The removal of dead animals on the highway is very
slow.

3 1. Improve surface conditions on Pennyrile Parkway - they are terrible! 2. Widen
US 79 south from Russellville to the Tennessee state line. 3. Improve right of way .
drainage, keeping water from spilling into roadways. 4. Mow or spray right of ways
more often.

3 Develop a 5, 10, and 15 year plan - no changes to the 5 - minor to the 10 with
update to the 15 as needed - stick to the plan if it is good for our state! No matter who
is in office - take politics out of smart engineering!

3 LaGrange has been waiting for about (2) years for improvements on an area on
Highway 53 from Crystal Drive South to Cherry wood Place. Traffic congestion and
traffic flow problems due to rapid growth in this area would appreciate having someone
to get in touch with me concerning this project.

3 Route 9 between AA and Newport.

3 To dramatically reduce maintenance costs and improve driver safety, more Portland
cement concrete pavements need to be placed.



3 You could improve US 60 Highway east of Smithland by rearranging a serious
curve known as the Dyer Hiil Curve.

3 Agreat deal of maintenance is needed on the Western Kentucky Parkway,
especially from Ohio County to Elizabethtown. The Natcher Parkway tollbooth should
be removed.

3 In southeastern Kentucky, especially Floyd County, rural roads need to be
resurfaced. Some of the roads, especially Abner Mountain, needs to be wider to
accommodate semi trucks and coal trucks.

3 Need to have highways more visible at night, especially when raining.

3 Kentucky highways have a way of being left behind. Rough and not maintained to
prevent total repaving. Takes too long for funded projects to begin and has a way of
being just put off. Other states do a better job with highways.

3 Contact Mayor quarterly.

3 On many of the older parkways built with concrete the ride is very rough. It would
be well to resurface some of these with hot mix to smooth them - for instance, the
William Natcher Parkway between Morgantown and Owensboro is a very rough ride.

3 Give the big trucks alternate routes.

3 | do nottravel a lot, roads seem to be pretty good. We have a lot of coal trucks in
our area, therefore it seems as if the roads are pretty rough, however they are usually
better than other states.

3 You can tell when you cross into Tennessee, even if you are blind, because of the
road conditions - so, you can take it from there.

3 Grass cutting on both interstates in the Louisville area, very poor (it does not say
much for travelers entering the state). Bridge situation on inter-structure related to the
bridges are a mess.

3 If you have a chance to look at a map of Logan-Butler County, please look at US 79
and KY 79 - both highways junction in Russellville. Most motorists, including truckers
cannot distinguish the difference on a map. For a few hundred dollars the state 79
route could be number 231 to US 231 at Morgantown, KY, and this would solve many
traffic problems in our community. :

3 The overpasses on the interstate system are terrible. They are usually half full of
pot holes and the ends of the overpasses - where they meet the other road surface - is
not smooth and usually do not meet at the same grade - bumps are the norm.



3 Once road maintenance has been schedules, don't change in favor of another area
to try to gain favor from a politician you think may have more clout favorable to you.

3 The cabinet should be ashamed of condition of road surface on Western Kentucky
Parkway.

3 Daily break and pot inspection an immediate repairs. Also lengthen short entrance
lanes for merging traffic.

3 Railroad crossing on Hwy 152, Burgin, Ky. It's too close to Hwy 33 South and 152
East out of Burgin.

3 Please don't forget about the back roads (rural) state highways - most are in dire
need of maintenance - let alone upgrading! :

3 Better pay for entry level roads workers to attract more qualified personnel. Mow
right-of-ways more often. Maintain interstates and ramps to a higher level than
secondary roads.

3 We need new curbs on Route 8 in Bromley, Ky. This was promised after the fliood
by the KY DOT - still no work has been done! '

3 | have two intersections in my city limits that are in bad need of at least caution
lights due to a high number of accidents. These two intersections are US Highway 27
and 635 and Highway 1247 and West 635. At US Highway 27 and 635, we have a new
Hardee's, and it causes a lot of congestion.

3 More frequent on-site observations of road conditions.

3 More roadways need to be made available/constructed in Eastern Kentucky.

3 We border Tennessee. Tennessee is constantly improving rural roads (Hwy 52

eg.). It sometimes seems that if we don't live in a major metro area, then we get no

road planning for the future, updates for now, or even listened to for our ideas. KY's

rural areas are what make this Commonwealth beautiful to drive in and through. Think
about that, really hard.

3 More resources (money, equipment, aggressive work force).

3 | would like to see a state-wide campaign to stop litter along our highways. | realize
that we had campaigns before - maybe it is time for a new slogan.

3 | have requested about a drainage problem on a state highway several times - no
help - has not been requested.



3 As Mayor of Clinton, KY (1650 pop.) small community - small budget - Personally, |
would like more help, such as cutting creek banks on or adjacent to state roads and the
last few years | understand that the state is not allowed to help us as much as in the
past - we do appreciate quick snow and ice removal - and widening of state streets to
state garages, etc.

3 More attention should be paid to rural secondary roads. Many roads need to be
repaired in western Hardin County (I.e. 920).

3 Maintenance of Bluegrass and Western Kentucky Parkways needs to be addressed
ASAP.

3 llive in Todd County and | am vitally interested in construction on US 68 - KY 80
going on. Thank you for the new highway. | eagerly await to drive on it in Todd
County. | wish construction time was faster, but | realize the scope of work of the
project.

3 Continue to get input such as this survey - as stated communication is vital to all
concerned - more long range planning info to public.

3 Two lane roads in Western Ky, especially major roads like US 60 and 641 need
widening and passing lanes. They have been ignored too long. To drive home their
importance, just watch where the traffic goes every time the 1-24 bridge at Paducah is
closed for repair.

3 Resurface the interstate.

“4  More rest areas. More info in rest areas. Salyersville to Lexington has 1 rest area.
There should be at least 2. And more info in rest areas: like our state's fish and
recreation. Need 4 lanes for Mountain Parkway. Salyersville's plant flowers in between
the 4 lanes - like Ohio has. Our rest areas are super clean - but they need travel
information. Instead of truck lanes - you need 4 lanes and get these as soon as
possible.

4 Keep the ditches cleaned out, signs before entering sharp curves, keep water off
roadways, and more light along the roads.

4 Don't need to block one lane for 20 miles while working on less than a mile area.
Also need to have warning of lane closure back by at least 5 mile warning on major
interstate highways.

* 4 = CDL Holder



4 | think when you go on and off a bridge, (especially on Mountain Parkway) that it
should be smoother. It sounds like you're going to burst your tires. Some of our state
maintained hollows need better pavement.

4 In Southeastern Kentucky (Pike County) where | live, our roads are inadequate in
width, road signs, drainage, and maintenance. Also the roads cannot handle the
amount of traffic on 460, 23 and 80.

4 Kentucky as a whole has the best roads of any bordering states. Lighting on roads
off KY 80 is very poor. | think the Highway Department does an excellent job.

4 Contractors who patch and repair blacktop should be made to do a better job - in
this area they usually just make things worse. Also coal trucks that destroy the road
should be responsible for repair - not the taxpayer. | think that Southeastern Kentucky
is overlooked too often - we are Kentuckians also.

4 Need more manpower in Perry County for emergency snow and ice removal and
need shoulders paved and roads kept clean around center guardrails.

4 Before resurfacing roads, ditches and culverts should be cleaned to improve
drainage. This would extend the pavement life. Heavy trucks will break poorly drained
roads with a saturated base.

4 When resurfacing or upgrading a roadway, try to do less miles on the project at one
time. This will cut down on back-ups during rush hours, also lessen tension on drivers
so they're not as apt to have accidents.

4 This is not a suggestion, but during road maintenance it can be really confusing for
elderly people like my grandmother, thank you.

4 Remove the 120,000 Ib. permit for coal hauling, the roads are not built to support
this type of load plus these trucks cannot brake satisfactorily.

4 It seems like when there's major construction going on some interstates in Kentucky
- there is also construction going on also on the alternate routes - encounter this time
faster time in Kentucky.

4 Should consider other means for ice and snow conditions - the use of sand when
weather conditions are too cold for salt to work.

4 The patch work on state and county roads are of very poor quality. Example: pot
holes, broken pavement, and dips - the patching of such areas are very rough,
improvement is needed in these areas.



4 |live on 460 in West Liberty - where they are considering building new road and
taking a lot of houses. The hill is what needs fixing - not the rest of the road. 1think it's
a shame they waste so much money and ruin people's lives by taking what is not
necessary. There are plenty of other roads in this area that need to be fixed a lot
worse. '

4 KY 460 to Virginia state line needs to be constructed before more people get hurt or
killed (due to heavy traffic and bad road).

4 1. Enforce the weight limits on all Kentucky roads fairly and do away with extended
weights just for coal. 2. Build roads according to usage, size and load limits. 3. Put
drainage for roads and maintain ditches and drains.

4 My views are based upon the area in which | live, which is Eastern Kentucky.
Compared to areas outside Eastern Kentucky | feel that we have been totally ignored in
construction and maintenance.

4 There's only one county in Kentucky where people are needlessly killed due to the
highways, and that's Harlan County. The number of the highway is KY 38, which goes
from Harlan, east to the Virginia state line. Road needs widened to 4 lanes and trees
over hanging in cliffs need to be chopped down. The politicians have promised to fix
KY 38 for 20 years, but they never do.

4 Improve the Western Kentucky Parkway.
4 Drop the toll from the toll roads.

4 Tennessee and Indiana do a much better job on maintenance, repairs, and
contractors know how to repair and handle traffic much better than most contractors in
Kentucky. Virginia handles repairs excellent also Kentucky is very poor, or has been,
some improvement in weather conditions.

4 | have never seen so many people killed on highways prior to moving to this state
and | have traveled coast to coast and living in the New York metro area most of my
life. Roads need to be wider and curves engineered, traffic (law) enforcement and
tougher license testing especially for the elderly. Enforce the litter laws.

4 The shape of the Kentucky parkway systems is in terrible shape especially on the
Western Kentucky Parkway, William Natcher Parkway, and Audubon Parkway. The
secondary roads are in pretty good shape.

4 The only suggestions that | have are the following: put up more curve signs and
mark the shoulder, the road around the curve. Also make the bridges a little smoother
in the large cities, at least some of them.





















































































































