
2020 Public Bathroom 
Satisfaction Survey

1in6 

90% 4 to1

Choose not to wash their hands every 
time they use a public restroom.

Consider touchless
fixtures important in 
a public bathroom.

Do you flush the toilet 
in a public restroom 
if your required to 
touch the fixture?
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Why People Skip Handwashing 
55%   Dirty sink area 

35%   Too many people, too few sinks

26%   Required to touch the faucet  or dispensers

   4%   Nobody is looking

VS

Prefer paper towels over hand dryers.

Public restroom users are definitive about the importance of a clean 
restroom. Our 2020 Public Bathroom Satisfaction Survey of 1,291 
adults in the U.S found that customer behavior and perception will 
change significantly when the restroom appears unclean. While 
companies must focus on a variety of factors that affect the bottom line, 
our survey found that your restrooms will impact whether customers 
wash their hands, buy from you, or return to your business again.

What would you do if you entered a 
public restroom that was unclean?

Handwashing Preferences

Only

1 out of 4 
Prefer lotion soap 
over foam soap.

What is most important in a public 
restroom?

Cleanliness  60%
Privacy in the stalls  18%

Working dispensers  13%
Toilet seat covers    7%

No graffitti    2%

49%   Use the restroom but avoid touching anything 
26%   Leave the restroom and the business immediately 
18%   Strongly consider not returning again   
   7%  Sometimes restrooms get dirty          

Cleanliness Handwashing
The Centers for Disease Control and Prevention (CDC) maintain that 
“Handwashing is like a ‘do it yourself’ vaccine,” and identify it as the 
most important step you can take to prevent sickness for yourself and 
avoid spreading germs to others. Do your restrooms encourage 
handwashing, or are your customers leaving without washing? Here’s a 
look at consumer handwashing behavior and the factors that impact it:

Touchless

 66%
Yes, with 
my foot 

 32% 
Yes, with
my hand

2% No



The 2020 Public Bathroom Satisfaction Survey reveals that the two qualities customers are looking for in your restrooms are cleanliness and 
touchless fixtures. Respondents suggested that when those conditions are absent, customers will react negatively. If the restroom appears 
unclean, patrons will change their perception of your brand -- 44% even said they would leave and may not return. When fixtures in the 
restroom require manual operation, customers are likely to respond by using a foot to flush, and 26% said they would choose not to wash their 
hands at all. Using the survey data, Facility Managers and key decision makers are well-positioned to deliver the type of restroom experience 
customers expect.

TOTAL RESTROOM features a team of experienced Project Managers and support staff who make 
restrooms easy. We provide restroom packages, repair parts, and replenishments through a simplified, 
3-step process designed to ensure the right materials arrive where you need them, on-time and on-budget.

Brands with BEST Experiences. Brands with WORST Experiences.

Industries Offering the Best Experience. Industries Offering the Worst Experience.

Gas Stations 46.01% 
Fast-Food 22.31%
Parks Facilities 13.17% 
Retail Stores   5.81% 
Amusement Parks   4.18% 
Shopping Malls   2.25% 
Office Buildings   1.55%
Airports    1.39%
Casual Restaurants 1.32%
Casinos    0.85%  
Hotels & Resorts   0.77% 
Healthclubs   0.39%
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Other Other
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About the Survey
Total Restroom conducted a survey of 1,291 adults in the U.S. in January of 2020. Respondents ranged in age from 18-72 years old. 46% of respondents 
were male, and 54% of respondents were female. 

*2020 TOTAL RESTROOM PUBLIC BATHROOM SATISFACTION SURVEY - All information under the copyright of Sustainable Supply LLC dba Total Restroom

totalrestroom.com       8810 West 116th Circle Broomfield, CO 80021       877.234.3520       sales@totalrestroom.com

Contact us to see how your brand ranked.

Hotels & Resorts 47.64%
Office Buildings 16.19%
Casinos    9.60%
Retail Stores   5.42% 
Casual Restaurants 4.96% 
Airports    4.88% 
Healthclubs   3.95%
Fast-Food   3.02%
Shopping Malls   2.17% 
Gas Stations   1.16% 
Parks Facilities   0.77% 
Amusement Parks   0.23%
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Demographics

Questions

Age
< 18 -  0.00% 
18-29 -  25.72% 
30-44 -  23.55% 
45-60 -  35.63% 
> 60 -  27.44% 

Gender
Male  46.09%
Female  53.91%

Region
New England  4.14%
Middle Atlantic  13.75%
East North Central  16.72%
West North Central  6.88%
South Atlantic  18.52%
East South Central  6.56%
West South Central  9.92%
Mountain  6.88%
Pacific  16.64%

Household Income
$0-$9,999  8.06%
$10,000-$24,999  10.77%
$25,000-$49,999  21.38%
$50,000-$74,999  19.21%
$75,000-$99,999  12.24%
$100,000-$124,999  9.53%
$125,000-$149,999  3.87%
$150,000-$199,999  4.03%
$200,000+  3.25%
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Gyms/Health clubs    3.95%
Fast-food Restaurants    3.02%
Shopping Malls     2.17%
Gas/Convenience Stores                                               1.16%

Parks & Recreation Facilities  0.77%
Amusement Parks    0.23%

Casual Restaurants    1.32%
Office Buildings     1.55%
Airports      1.39%
Hotels & Resorts    0.77%
Gyms/Health clubs    0.39%
Casinos      0.85% 

5. Which of the following do you consider to be the most important about public restrooms?

   Cleanliness  60.19%
   Privacy  17.43%
   Working dispensers/Stocked dispenser 12.86%
   Toilet seat covers 6.82%
   No graffiti  1.47%
   The stalls actually add to the appearance of the restroom  1.24%

6. Do you flush the toilet in a public restroom if you’re required to touch the fixture to do so?

   Yes. With my foot  66.23%
   Yes. With my hand  31.60%
   No. I don't flush if I'm required to touch the fixture  2.17%

7. Would you prefer to wash your hands with foam soap or liquid/lotion soap in a public restroom?

   No Preference  38.81%
   Foam Soap  36.17%
   Liquid/Lotion Soap  25.02%

8. Would you prefer to dry your hands with paper towels or a hand dryer?

   Paper Towels  64.76%
   Hand Dryer  22.46%
   No Preference  12.78%

9. Which of the following conditions would cause you not to wash your hands in a public restroom? (select all that apply)

   The sink area does not appear clean  55.54%
   Too many people, not enough sinks  34.62%
   Having to touch the soap dispenser and the faucet to use them  26.26%
   None of the above - I just don’t wash my hands in a public restroom  4.65%
   Nobody is looking  3.80%

10. How important is a touchless restroom experience where you don’t have to touch the toilet, soap dispenser, 
faucet, or drying unit?

   Very important  53.60%
   Somewhat important  36.72%
   Not Important  9.68%

1. What industry typically offers the best public restroom experience (cleanliness, design, function, privacy, use of fixtures)?

   Hotels & Resorts  47.64%
   Office Buildings  16.19%
   Casinos  9.60%
   Retail Stores  5.42%
   Casual Restaurants  4.96%
   Airports 4.88%
 
2. What industry typically offers the worst public restroom experience (cleanliness, design, function, privacy, use of fixtures)?

   Gas/Convenience Stores  46.01%
   Fast-food Restaurants  22.31%
   Parks & Recreation Facilities 13.17%
   Retail Stores  5.81%
   Amusement Parks  4.18%
   Shopping Malls  2.25%

3. What would you do if you entered a public restroom that was unclean?

   Use the restroom but avoid touching anything  49.42%
   Leave the restroom and the business immediately  26.41%
   Strongly consider not returning again  17.66% 
   Give the business a pass 6.51%

4. Do you wash your hands after using a public restroom?

   Always        85.44%
   Usually  9.53%
   Sometimes  4.03%
   Rarely 0.70%
   Never  0.31%
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