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                2005 – Present 
 

Eight Tangible Results 
 
 

Work Zone Related Measures  
Percent of Customers Satisfied with Work Zones 
Work Zone Impacts to Traveling Public 
Number of Fatalities and Injuries in Work Zones 
 



Percent of Work Zones Meeting 
Expectations for Traffic Flow and Visibility 

Visibility and Mobility Worksheet (2005-2008) 
 
 

Technical survey performed personnel with in depth 
knowledge of work zones. 

Seven categories for Visibility 
Two categories for Mobility (Traffic Flow) 
33 questions within the worksheet 
Meeting 99% Expectations 

 



Percent of Work Zones Meeting 
Expectations for Traffic Flow and Visibility 

Customer Surveys (2009-2011) 
 

Upper Management was concerned if true expectations were 
being measured 

Not true customer expectations: public  
Nine question survey 
Customers: traveling public and non-technical MoDOT 

personnel 
Available through MoDOT Internet site and/or hard copies 
By 2011, Work Zones meeting expectations were high: +95% 

 
 



Percent of Customers Satisfied with 
Work Zones 

Customer Surveys (2011-Present) 
 

With an increase of public input of work zones the non-
technical MoDOT personnel input is reported separately 

Now it is a true customer expectations  
Five question survey 
Available through MoDOT Internet site and/or hard copies 

 



Customer Survey Questions 

1. Did you have enough warning before entering this work zone?  
2. Did the signs provide clear instructions?  
3. Did the cones, barrels, or striping guide you through the work 

zone? 
4. Did you make it through the work zone in a timely manner? 

If “No”, please provide the reason for the rating. 

5. Were you able to travel safely in the work zone? 
If “No”, please provide the reason for the rating 

 









Customer Surveys 

Data is collected into Cognos Connection database 
Obtain data from minutes (internet) to couple days 
(hard copy) 
 Information from Customer Surveys can be given to 
districts within 24 hours during week or on Monday after 
the weekend. 
All concerns are sent to District Work Zone Coordinator 
within 24 hours.  This provides districts opportunity to 
address issues. 
Traffic division interprets and processes data from 
database.  District have access to the data also. 
 



Customer Surveys 

2,834 customer surveys collected since 2010 
 

Public Involvement 
Availability on internet 
Media information during Work Zone Awareness 

Week 
Ask to rate work zone at the project via Static Signs 
Survey cards at Welcome Centers and Flagging 

Operations 
Mass Mailings on Project Specific (High-Profile) – 

15% Return Rate 
 









Concerns from Surveys 

Queuing outside the work zone limits 
Request of early warning of queues 
Speed limit has been commented as being too low or 

too high 
Why is there a work zone present and/or restrictions 

when workers are not present 
Personnel procedures not being followed: flagging 



Use of Information 
 Nine customers reported of being upset of the timing of signals at 

a bridge on March 27.  MoDOT and contractor worked on the 
timing on the 28th.  One survey was received on the 29th thanking 
us on fixing the timing.  There has not been a negative survey of 
the bridge since. 
 

 Another bridge project had 64 lane closures to bring in girders with 
many closures lasting 20+ minutes.  The closures were advertised 
in paper, radio, and on roadway via CMS boards.  No recorded 
customer surveys of the project. 
 

 8-mile projects with multiple lane closures which would open and 
close 3-lanes to 2-lane periodically causing long delays.  
Customers request to keep two lanes open throughout the project 
and the district obliged.  The district did not received a customer 
concern after the change. 



Work Zone impacts to Traveling Public measure indicates how well significant 
work zones are performing. 
 

Customer Surveys will capture the overall responses at significant work zones.    



Questions? 

Daniel J. Smith, P.E. 
Traffic Management and Operations Engineer 

 
Office: (573) 526-4329 

Daniel.Smith@modot.mo.gov 
 


