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Definitions
Transparent

a) free from pretense or deceit [FRANK]
b) easily detected or seen through [OBVIOUS]
¢) readily understood

d) characterized by visibility or accessibility of information especially concerning business
practices

Accountable

a) subject to the obligation to report, explain, or justify something;
responsible; answerable

b) capable of being explained; explicable; explainable.
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Sound Transit

e No centralized hub

e Accountability page
— Citizen Oversight
— Diversity
— Financial
— Audit
— Agency Milestones
* Ridership Page
* Service Page

Matthew Johnson
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n ® Schedules Fares & Passes  Rider Guide Trip Planner Maps Rider Community elli=0400 % Projects & Plans

B SounpTRANSIT

RIDE THE WAVE

Rider Community

8 farmers markets you
can getto by transit

9 quick facts about how U
Link was built

Angle Lake Station on
track for fall opening

Carpool permit parking
program off to a strong
start

Crossing Lake
Washington

Environment in motion at
Angle Lake Station

Getoutto these 12
summer events by transit

Getting dirty under
downtown Bellevue for
East Link light rail

Going to the game? Here
are 4 tips for taking transit

How to survive a busy
Link light rail train

I-5 weekend construction
work - What you need to
know

Link light rail celebrates
seventh anniversary amid
record-breaking ridership
surge

More Wi-Fi on Sounder
trains

New Redmond-University
District express bus starts
March 28

Rider news

Crossing Lake Washington

March 27, 2017

East Link light rail employs cutting-edge technology to cross I-90 floating bridge.

Learn what's behind the enaineering=

Carpool permit parking program off to a strong start

& SounpTraNsIT
(®) PERMIT PARKING FOR TRANSIT RIDERS

Submit Feedback Search Sound Transit site Q

Q

See also:
Service planning: proposed future
service changes

Rider quide

Projects & plans: building more transit

Stay informed! Subscribe to e-mail or

Quarterly ridership report

| LIKE

Join SoundWaves online
community

Sian up for the panel »

You're the expert on your commute, and
Sound Transit values your expertise.

When you join Sound Transit's new
online community, you'll be invited to
answer questions about current and
future train and bus services, compare
your views with fellow commuters, and



Sound Transit Operations

Sound Transit

Ridership Report published monthly

Total Boardings by Mode
Fob-17 %A YTD-16 YTD-17 %A
. . 1451.138]  1373.960] -5.3% 2884,145] _ 2877.204] -0.2%
91% 686.971 681.358] -08%
Ridershi o) ol on
? 551,158 71.5% 1812677 3312072] 827%
— 21.9% 7.263 9.206] 26.8%
OTP O r H e a d Wa IVI a n a e e nt System Total 2,794053]  3,322602] 18.9% 5552793]  7.031,200] 26.6%
y g Fobruary 2016: 21 Weekdays 4 Saturdays 4 Sundays |
February 2017: 20 Weekdays 4 Saturdays 4 Sundays

Sound Transit ridership increased by 529K, or 18.9%, compared to February 2016. System-wide average
weekday boardings increased by 23.4% during the month. One less weekday in February 2017 contributed to the
decreases in ST Express, Sounder, and Tacoma Link ridership.

ST Express ridership decreased by 77K, or 5.3%. Average weekday boardings also saw a decrease during the
month by 1.1%.

.
( O l I I a I n t S Sounder ridership was down 32K, or 9.1%, compared to February 2016 and average weekday boardings were
down 3.0%. The decrease in ridership during the month is attributed to one less weekday, mudslides on the north
line, and reduced service on the south line for three days due to construction on the Tacoma Trestle project. To

accommodate the replacement of a bridge segment over D Street in Tacoma, Sounder could only operate
between Puyallup and Seattle, with a bus bridge connecting Tacoma Dome, South Tacoma, and Lakewood

L
Accidents
Tacoma Link ridership decreased by 10K, or 11.7%, during the month. Similarly, average weekday boardings

were down 7.1%. Ridership was impacted by the Tacoma Trestle project construction and two snow days.

Link ridership was up 647K, or 71.5%, compared to the same period last year. Average weekday boardings were

L L L
up by 81.5%. The continued increase in monthly ridership and average weekday boardings is due to the Link
extensions, which opened in 2016.
it services by 21.9% p to February 2016. The increase in ridership is attributed to
E lat d Elevator availability

the opening of the University Link and Angle Lake and access to the
Link system.

Average Daily Boardings
Weekday Saturday Sunday

. Feb-17 % 2 Feb-16 Feb-17 %A Feb-16 Feb-17 % A
61,829 -1 20.294 20,168 -0.6% 14.149 14,179 0.2%

16,088 -3 0 0 NIA 0 0 NIA

3.364 -7 2653 2271 -14.4% 715 689 -36%
65.125 81.! 23.513 39.409 67.6% 17.300 29.184 68.7%
158 26.3% 125 158 26.3% 125 158 26.3%

146,565
Paratransit daity boardings are Gxsumed equal betureen weekdays, Saturdays, and Sundoys.

SOUNDTRANSIT



King County Metro

* Centralized Accountability
Center

* Reports
System Evaluations/Guidelines

Report
— Quarterly Performance Reports
— Rider Surveys
— Strategic Plan Progress Report

Peer Comparison Report

Accountability Center

Highlights Performance Peer Comparisons

Highlights

Performance Reporting / Service Performance

System Evaluation — Service
Guidelines Report

Published r 2016

Metro analyzes its transit system annually using
the service guidelines, and uses this report to plan
and manage the system

PDF

Customer Research

Park & Ride Usage Other

Customer Research

2015 Rider/Non-Rider Survey

Published June 2016

Metro places high value on customer feedback
For more than 25 years, Metro has conducted an
annual telephone survey of King County residents
—both those who ride Metro buses and those who
do not

Overview | Full report

Related Inform:
= Budget (Operatir

= Transit Planning

Title VI Compliz

King County Metro T
discriminate in the p
service on the basis
and national origin. |

See also:
= King County's Til

= Metro's Title VI F

Lﬂ King County

METRO



TRANsmK

Accountability Centre
Version 1.0

Fearghal King



Fearghal King

TIAHS//I:HK Getting you everywhare you want to go in Metro Vancouver []| search

Schedules & Maps Rider Guide Getting Around Plans & Projects About Us
Aserts, Tap Pianner Compass Teansit 101, Accossmmmty Cyeang, Dmvang Teanspart Pianmng Cusiomer

ategies & Plans Programs & Studies Projects Data & Information

Reglnal Transpartaon Managing e TransitNetwork  Evergreen Exiension Transpariaon Surveys
Stamgy

The 10-Year invesiment Plan
P Ly Venie ang mnFasiuclure et Accountability Centre
Cuslom Transt Service improvements
Revie:

Transit-Crienied Communiles  Siallon & Exchange Accountabily Cenfre
Rapkl Transit Projects improvements

Roads, Brkdges and Goads )
Mavement Prajecs Find out what indicators we use fo

Transi Fare Revie guide our decisions.

—
Trip Planner MextBus || Google Transit | I
More than 95% of journeys
Beparts Srter an adrass, I on our system are made with a Compass Card or Ticket.
= marsaction, landmark or
shpma. See more statistics like this in our Accountability Centre!
Seaz st aflocations...
MOra 5a3rch 1ps. I -
@ Deparing () Ahing Tranh Mape... -
Dt [rrive Within WA= AR ¥ I
Gat Schedules: I
00009,
Bus SwTeh  Seafls  WestCasst Al
Expross
What's New Media Releases @ompass
o e e [ f | (als |

Buzzer Blog Transit Alerts 1

Apr 07, 2017 Sign Up for Alerts

Bus Route Buzz: Va
© Current Condi

See holiday schedules...

Metrotown Station Elevators Now Open

twe

Read the full details... Aar 07, 2017

SkyTrain: O
normally. Mo

New Permanent C9 Route Starts April 3!
On Apr 017, I N
traved through the Fraservie
Cumberand and Rid

Apr 07, 2017 :

tral buse:

West Coast Express:

Operating normally. M
West Van Blue Bus:
Operating nommally. More

Accountability Centre

TransLink ha
i

rship in 2016 with
g ntability C

npasseand.ca

www.translink.ca

TRANS

LINK


http://www.translink.ca/

. Login | Register | Customer Service | compasscard.ca

TRANS/ LINK  cGetting you everywhere you want to go in Metro Vancouver Search

Schedules & Maps Fares Rider Guide Getting Around Plans & Projects About Us

Alerts, Trip Plamner Compass Card Transit 101, Accessiisty Cyeling, Driving Transpart Praing Cusiomer Service, Careers

Translink > Plans & Projects > Accountability Centre & reur [RIATA]

Regional Transpartation
Strategy

Accountability Centre

‘We track the performance of the regional transportation system and the

Area Planning » satisfaction of our customers closely to see how well we're meeting cur goals and
customer expectations. Through this Accountability Centre, we're sharing

The 10-Year Investment
lan

Managing the Transit R

K information on both the kind of indicators we use to gauge our progress and guide
Fregquent Transit Network our decisions; as well as our performance in a number of key areas.
Independent Transit In addition to the 2D B i section
Services

provides an overview of our infrastructurs, services, and a number of key facts

Transit-Driented
Communities. 4 about our system. The saction on Transparency links to the various board,
Rapid Transit Projects N financial, and corporate reports that are available to the public.
Vehicle and Infrastrociure Customer Feedback
Improvements

A www.translink.ca/accountabilitycentre

moment and fill out our Customer Feedback form. All information you provide is
Mability Fricing confidential and a customer service representative will be reviewing all

s, Bridges and Goods
Moverment Frojects

submissions.

ion

Transporta
m

Station an
Improvements

Regional Snapshat ( Perfomance Dashbaard T Transparency 1 Th ree key Sections

‘Qur service area is large and our mandate is broad. With a public transit service area spanning more than 1,800

OnTrack

Custom Transit Service

T square kilometres, e deliver = ide range of services and programs o provide forthe transportaton needs of . Reg ional Sna ps hot
e e T e
Trarsi Fare Revien rapid transit, SeaBus passenger ferries, West Coast Express commuter rail, and HandyDART for passengers who ars
f et B s unable to use conventional transit.
* Performance Dashboard

In partnership vith municipal partners, vre alsc fund and deliver the Major Road Metwork and a network of bicycle
lanes that serve the differant parts of the ragion.

The statistics in the Regional hot give the big picture of our world-class integrated transportation network.

* Transparency

B TransLink Regional Snapshot Report

Fearghal King TRANS/ LINK



http://www.translink.ca/accountabilitycentre

Performance Dashboard

Service Safety &

Quality Security

Customer

Satisfaction Ridership

* Fleet GHG Emissions

e Facility Energy
Consumption

* Criteria Air Contaminants
Emissions

* Service Productivity

* Operating Cost Recovery
e Cost Efficiency

Fearghal King

Transit Service Provided
On-Time Performance
Escalator/Elevator
Availability
Accessibility

Customer Injury Rate
Employee Injury Rate
Preventable Bus Collisions
Crime Rate

Customer Satisfaction
Trend

Levels of Satisfaction
Satisfaction by Service Type
Customer Complaints

Boardings & Journeys
Boardings by Service Type
Historical Ridership Trend

TRANﬁl—K



Challenges & Limitations

1. Lack of business process and stakeholder
engagement

No rules for:
* Data flow process

e Standardisation

e  Metric definitions

* Consistent calculations

e Data validation

* Sign-off process

* Site uploads

* Automation o

/\_,

TRANS/ LINK



Challenges & Limitations

o Goals, Targets, or Peer Comparisons

Bus Boardings
Historic Ridership Trend @ Percentage Change 2013-2014

500M Baltimore
King County Metro Transit
Portland - 1.8%
DOakland Boston - 1.5%
Washington DC [l 1.4%
Cleveland [ 1.4%
San Francisco - 0.8%
Pittsburgh i 0.8%
Los Angeles [ 0.6%
MTA New York Bus [ 0.6%
Denver ] 0.5%
Santa Clara [J] 0.4%
Atlanta ] 0.3%
Ft Lauderdale | 0.1%
0.0% | 0.1%
-0.5% | New Jersey
=0.5% l Houston
=0.6% . San Diego
-0.8% |: Average
-1.0% . Phoenix
-11% - Las Vegas
-1.5% [l MTA New York City Transit
-1.9% [l Dallas
-2.7% [ Miami

10.2%

2016
» Conventional System Boardings: 384.83

400M

Millennium Line opens Canada Line opens

300M

200M

Transit work stoppage

100M

0
o
c
=]
2
m
o
0
E
o
2
d
>
wn
1]
c
o
2
=
o
>
c
o
v}

oM

-37% ([ Miwaukee
-3.7% [ Minneapolis
4.3% [ Fhiladelphia

Target? -49% [ Honolulu []
-6.5% I Crange County /"
-8.0% I san Anton
ey TRANS/ LINK

-10% -5% 0% 5% 10% 15%
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// SFMTA

Municipal
\ Transportation
Agency

Performance Metrics Dashboard

Michelle McElhaney



SFMTA

Municipal
Transportation
Agency

Getting Around -  Services -

LATEST NEWS

Projects & Planning -

& Languages -

About the SFMTA

INFORMATION & RESOURCES

ork to balance svc. 23 minutes

—

24, LTaravalUpgrades

We're making changes for a safer Taraval

Street and more reliable Muni service.
GETTING AROUND

See what's happening < m o

SERVICES

SFMTA Weekend Transit and Traffic Advisary
Updated: April 12, pm

Weekend: Cherry Blossom Parade and Tax

Mal
Update

: April 12, 5:0¢ pm

Red Transit-Onl:

¢ Lanes Work: Two

UPCOMING EVENTS

View full calendar

Michelle McElhaney

Featured Reports

2016 Annual Reps

Performance Metrics

Audit Reports
Bike Reports

BudgstReports

Cab Company Changes

Central Subway Environmental
Impact Statement/Repart

Central Subway FTAPMOC

FEATURED PROJECT MAPS & GUIDES Maonitoring Reports

m Map

Central Subway Mnthly Progress
Reports

S Muni Transit S

Central Subway Risk Mitigation
Reports

ew all projects

Certified Payroll Reports

Commuter Shuttle Industry Reports

Who we are, what we do, our history, and our plans for the future.

Organization

1t or committee within the SFMTA

Find a depart

Careers

arch for jobs at SFMTA an

Learn how
Muni.

apply and s

Search in Repart Name:

Post Incident Summaries - April 2017
April 1, 2017

iled accounts ofrecent major system del
i for riding Muni. Incidents are posted on this page no earlie

We apelogize if you were inconvenienced by any of thess delays and thank
than the following regular business day.

2017 CAC Requests for Information
March 28, 2017
2017 CAC Requests for Informaticn

2017 CAC Recommendation Matrix
March 29, 2017
2017 CAC Recommendation Matrix

hly Project Update

Balboa Park Station C
March 24, 2017
This it 3 spreadsheet describing the most recent activity of key projects taking place in the area surrounding the Balboa Park

ittee Rea dation Matrix //
\
N

ity Advisory C:

SFMTA

Municipal
Transportation
Agency

Balboa Park Station Ce ity Advisory C.



SFMTA Website

Performance Metrics

These interactive performance dashboards track the Agency's progress in meeting the goals
and objectives outlined in the SFMTA's 2013-2018 Strategic Plan. Click a link below to see
how we're doing on our Key Performance Indicators for each strategic goal.

Michelle McElhaney

Goal 1: Create a safer
transportation experience for
everyone

View Key Performance Indicators for Goal 1,
including Muni-related crimes, workplace
injuries, and transit safety.

Goal 2: Make transit, walking,
bicycling, taxi, ridesharing and
carsharing the preferred means of
travel

View Key Performance Indicators including
customer satisfaction, on-time performance
and mode share for Goal 2.

Layout

Goal 3: Improve the environment
and quality of life in San Francisco

View Key Performance Indicators for Goal 3,
including SFMTA carbon footprint, economic
impacts of Muni delays, and average annual
transit cost per revenue hour.

Goal 4: Create a workplace that
delivers outstanding service

View Goal 4 Key Performance Indicators
including employee satisfaction, employee
access to information and percentage of
employees with performance plans and
reviews.

JJ\. SFMTA

Municipal

\‘//’ Transportation

Agency



Goal 1: Create a safer transportation experience
for everyone

SFPD-reported Muni-related crimes per
100,000 miles

i sum

Key Performance Indicator for Objective 1.1: Improve
security for transportation system users.

Workplace injuries per 200,000 hours

Key Performance Indicator for Objective 1.2: Improve
workplace safety and security.

f

Hrrires Muni collisions per 100,000 miles

Key Performance Indicator for Objective 1.3: Improve
the safety of the transportation system.

-

Michette ‘McEtham

Muni collisions per 100,000

miles

Interactive Report Description

Objective

Metric

Purpose

Definition

Methodology

Target

Objective 1.3: Improve the safety of the transportation
system

Muni collisions per 100,000 miles of Muni service

To reduce collisions through effective reporting, analysis,
and pre- and post-incident operator training.

The ratio of Muni vehicle collisions to every 100,000
vehicle miles traveled.

Data on Muni collisions are reported through the
TransitSafe system and calculated as a ratio to every
100,000 vehicle miles traveled, as reported by the Muni
asset management database.

Achieve 10% reduction below baseline (based on FY12
performance) during each 2-year budget cycle

2. SFMTA |

Municipal

\ Transportation
Agency



Goal 2: Make transit, walking, bicycling, taxi, SFMTA Customer Satisfaction
ridesharing and carsharing the preferred means

of travel Customer Rating: Overall Customer Satisfaction

TSR e Customer rating of overall satisfaction with

IIIIII s o | With Transit Services; scale of 1 (low) to 5 (high)

Customer service and communications.

:I I I \ Target: Achieve 0.5 point improvement over
: II I baseline during each two-year budget cycle.

e Percentage of transit trips with bunching or Rating Key } SFMTA
gaps W Very Satisfied [l Satisfied W Neutral M Dissatisfied [l Very Dissatisfied j Qt Municipal
Key Performance Indicator for Objective 2.2: Improve . W{ Transportation
transit performance. Survey Rﬂ.“ng (_:ﬂeg_ory . Agency
Overall satisfaction with Muni
FY 2016 FY 2017
100%
|— . 90%
= Percentage of on-time performance
80%
T0%

--- 60%

- munl Key Performance Indicator for Objective 2.2: Improve
- transit performance.
-

———- Non-private auto mode share

Key Performance Indicator for Objective 2.3: Increase

II I | use of all non-private auto modes.

Percentage of metered hours with no rate
change in SFpark pilot areas

-
S
B

Average Weighted Rating
o
=
ES

% of Weighted Responses

w
=1
ES

20%

10%

Key Performance Indicator for Objective 2.4: Improve
parking utilization and manage parking demand. 0%
I I I I I QIFY16 Q2FY16 Q3FY16 Q4FY16 QIFY17 Q2FY17
JJ\. SFMTA

Michelle McElhaney | Y7 it

Agency




Goal 3: Improve the environment and quality of

life in San Francisco

E — e [T -
— RO s e -
) 155 ¢
oy 2 .
i -
1 H

Michelle McElhaney

SFMTA carbon footprint \

Key Performance Indicator for Objective 3.1 Reduce the
Agency's and the transportation system's resource
Consumption, emissicons, wasts, and noiss.

Muni average weekday boardings
Key Performance Indicator for Objective 3.2: Increase

the transportation system's positive impact to the
ECONOMY.

Percentage of all capital projects delivered
on-budget

Key Performance Indicator for Objective 3.3: Allocate
capital resources efectively.

Average annual transit cost per revenue
hour

Key Performance Indicator for Objective 3.4: Deliver
services efficiently.

SFMTA carbon footprint

Interactive Report

Objective

Metric

Purpose

Definition

Methodology

Target

Description

Objective 3.1: Reduce the Agency's and the
transportation system's resource consumption,
emissions, waste and noise

SFMTA carbon footprint

To improve environmental quality through monitoring
and reducing the level of CO2e emitted by the SFMTA.

The level of CO2e (carbon dioxide ton equivalent)

emissions generated by SFMTA activity and facilities.

Data from SFMTA fleet fuel and building energy receipts

are reported as combined metric tons emitted.

Target to be established and approved by the SFMTA

Board of Directors

SFMTA

Municipal
Transportation
Agency



Goal 4: Create a workplace that delivers

outstanding service

Michelle McElhaney

Employee rating: Access to information

Key Performance Indicator for Objective 4.1: Improve
internal communications.

Employee rating: Overall satisfaction

Key Performance Indicator for Objective 4.2: Create a
collaborative and innovative work environment.

Percentage of employees with performance
plans and annual appraisals

Key Performance Indicator for Objective 4.3: Improve
employee accountability.

Stakeholder rating: Satisfaction with SFMTA
management of transportation in San
Francisco

Key Performance Indicator for Objective 4.4
Stakeholder satisfaction with SFMTA management of
transportation in San Francisco.

SFMTA Employee Satisfaction

Employee Rating: Overall Employee Satisfaction; scale

of 1 (low) to 5 (high)

Target: Achieve 0.5 point improvement over baseline
during each two-year budget cycle.

Response Key
[l Strongly Agree
Somewhat Agree

Neither Agree nor Disagree
Somewhat Disagree

Survey Rating Category
What is your overall satisfaction as an employee of the Agency?

What is your overall satisfaction as an employee of the Agency?

100%
90%
80%

50

45

4.0 FY17-18 Goal: Average Overall Satisfaction > 3 9

M Strongly Disagree

>
£ 35 =
= 60% g
2
B \_// \_/ g
£ 2
& a3 v v 50% &
= g
£
g 0% 5
g 25 =
30%
20
20%
15
10%
1.0 0%
2013 2014 2015 2016
//g SFMTA

Municipal

\ Transportation
Agency



Massachusetts Bay
Transportation Authority
MBTA Back on Track

Ted Rosenbaum



Ted Rosenbaum

MBTA Back on Track

C @ www.mbta.com,

Massachusetts Bay
Transportation Authority

Schedules & Maps Fares & Gifts Rider Tools Ridingthe T About the MBTA Customer Support Safety

Get round trip CharlieCards
at the Charlie Van before
the game at Riverside Station |

The Charlie Van will also be at Fenway Station
after the game. Learn more.

Trip Planner = Service Nearby | T Stations

Rail

saect a line below to view schedules & maps
Greenbush wﬁ
Haverhill
Fmi\g-!wh'cuu K'ngs(mnnm Nmypvaockm
Providenc e/Stoughton

Subway | Bus | Rail | Boat | Elev/Esc

41102017

Languages: Engish | Espafiol | Chinese | Portugués | ltalia | Frangais | more.

Acoessibiity st the T | Business Center | Fares & Gifts | Privacy Policy | Terms of Use

1 upcoming 1 ongoing
Regular Service

Plan your trip using Landmarks & Stations
A || [ Accessible 3.ongoing
- 1 current 1 upcoming
Advanced Search / Hel soogle
Help l@vuuusn | Google / / Perkions
@ News & Updates
= Majority of MBTA Republic Parking System > prov
Stations Handicap Begins Operation of MBTA South Shole Red Lme
Accessible Parking System on April 1 Stations and Garages Recens Tl ta lor mecc colea st
your email or cell phone
BPSonthe T Business Center Getting to Logan MBTA Job Lottery Find A CharlieCard ACCeSSib” ny
CharlieCard Store Bikes onthe T T Projects Public Records Charlie Expiration
Hours of Operation Parking Focus40 Public Meetings Customer Comment at the ®

v @ B 3 masspor

O

Massachusetts Bay
Transportation Authority



Ted Rosenbaum

MBTA Back on Track

& @ www.mbtabackontrack.com

@ DASHBOARD

DASHBOARD

Reliability
Ridership
Financials

Customer Satisfaction

DATA BLOG
SURVEYS

MORE DATA

APRIL 09, 2017 CHART DATA (2)
Reliability

How dependable is our
service?

I |
Bus | 89%  VIEW TRENDS

Commurter Rail | 91%  VIEW TREN|

Subway | 89% VIEW TRENDS

Goals |~

FEBRUARY2017  CHART DATA (2)

Financials
How are we tracking against
our operatine budget?

WUT CONTACT FAQS

JANUARY 2017 (?)

Ridership

How many trips are taken on
MBTA services on an average
weekday?

1.25M
)

MARCH 2017 CHART DATA (7)

Customer
Satisfaction

P P [ S T S

O

Massachusetts Bay
Transportation Authority



Reliability

Bus:
. . . BUSFSARFON TIMFE IF THFY | FAVFEF WITHIN A 3 MINUTE
— Frequent service: regular intervals at [ 5ises are on time 17 THEY LEAVE BETWEEN 1 MINUTE
all stops EARLY AND 6 MINUTES LATE

— Infrequent service: schedule
adherence at all stops

COMMUTER RAIL TRAINS ARE SCHEDULED ON TIMETABLES

SUBWAY TRAINS ARE SCHEDULED AT REGULAR INTERVALS
Customers are counted as late if they wait longer than the

Commuter rail: arriving at the final scheduled interval.
stop within 5 minutes of the schedule

Subway: The percentage of people a
who waited the scheduled interval or l “ l T A
less ARt e

Massachusetts Bay
Transportation Authority



Ridership & Customer Satlsfactlon

No defined goals

Directly measured

— Charlie Card data +
manual counts

— Satisfaction surveys

Adjusted

— Farebox non-
interaction

— 7-point scale vs. 5-
star rating

Longitudinal tracking

AVERAGE WEEKDAY TRIPS - JANUARY 2017

1.25M

60% 10%

AVERAGE WEEKDAY TRIPS BY MONTH

0.3%

HOW WQULD YOU
17

RATE THE MBTA OVERAL

HOW WOULD YOU E THE MBTA OVERALL? (AVERAGE) - 2017

HOW WQOULD YOU E THE MBTA OVERALL? - FEBRUARY 2017

L? (AVERAG

E) - FEBRUARY

issatisfied Somewhat Dissatisfied Neutra
Extremely Satisfied
assa
ran

M chusetts Bay
Transportation Authority



Financials

e 2
BUDGETED & ACTUAL REVENUES - JANUARY 2017 ‘| BUDGETED & ACTUAL EXPENSES - JANUARY 2017 &
%1138 $1.188
$1.138 $1.15B
@ FRevenue Year to Date === Budgeted Year to Date @ Spending Year to Date s Budgeted Year to Date

.(-}j. BUDGETED STRUCTURAL DEFICIT - FISCAL YEAR 2016 )

REVENUE BREAKDOWN - EXPENSE BREAKDOWN -

JANUARY 2017 $1 .94B _$2.02B — _$80.36M JANUARY 2017

Budgeted Revenue Budgeted Expenses Budgeted Deficit

The budgeted structural deficit is the planned difference between revenue and expenses. This is filled by additional
state funds.

$3898.21M

@ Operating Revenues

@ Non-operating Revenues @ OperatingExpenses @  Debt Service

Massachusetts Bay
Ted Rosenbaum @ Transportation Authority
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Conclusion

 What is the motivation?
— Transparency
— Accountability

* What is the purpose?
— Storage
— Portal

* What are the resources?
— Initial
— Ongoing



