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Overview

• About Capital Metro
• Data Collection
• Continuous Customer Experience Improvement
• Examples:

• Overcrowding
• Bus bunching 
• On-time performance

• Key Takeaways 
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Capital Metro

• Regional public transit 
provider for the Austin 
metropolitan area

• Current Operations
• Over 65 MetroBus routes
• Two MetroRapid lines
• One MetroRail line
• 13 UT Shuttles
• 18 Transit Centers / 

Park & Rides
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Capital Metro

• Current Operations
• Pickup app based shared 

ride service in specific 
zones

• MetroAccess paratransit 
service for customers with 
disabilities

• MetroRideShare vanpool 
service
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Data Sources

• Automated Passenger Counters
• 100% Capital Metro buses

• Automated Vehicle Location
• Refresh rate recently increased to every 10 seconds
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Data Analysis Tools
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Microsoft
Excel

R Statistical Swiftly ESRI Insights Microsoft
Power BI



Big Changes at Capital Metro

• Cap Remap
• Implemented June 3, 2018
• Largest route restructure in agency history
• Greatly increased High-Frequency service 

throughout Austin

• Operation Control Center
• State of the art control center
• Combines service monitoring and dispatch 

function for each service provider
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Continuous Customer Experience Improvement

• Cross Functional Team
• Short-Range Planning
• Service Analysis
• Operations
• Service Monitoring

• Use data to inform the 
decision-making process

• Quickly implement solutions 
to service deliver issues
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Deliver
• Service Deliver
• OCC Management
• Service Impacts and 

Service Coordination

Monitor and Evaluate
• Field Observations
• Contract compliance
• Ops data analysis

Plan
• Route Planning
• Scheduling
• Service Analysis
• Bus stop locations



The CCEIT Process
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Identify
• Customer & operator comments
• Field Observation
• Automated Reports

Analyze • Pull Data
• Analyze Data

Identify 
Solution

• Develop 
Schedules



Example: On-Time Performance
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• Analysis
• Excel
• Swiftly

• Solution
• Operator Coaching
• Running Time Adjustments
• Transit Priority Treatments

• Identify
• Orb CAD
• Swiftly
• Customer Comments



Example: On-Time Performance - Swiftly
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Route 300
Speed Map

Route 300
GIS Playback



Example: Overcrowding
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• Identify
• Social Media
• Customer Comments
• Automated Reports

• Analysis
• R 
• Excel

• Solution
• Q Buses
• Deadheads
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Example: Bus Bunching

• Identify
• OCC
• Automated Reports

• Analysis
• R  
• Excel

• Solution
• Q Buses
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Key Takeaways

• Requires supportive data wonks
• Analysis does not need to be fancy
• Don’t under estimate the power of Excel
• Field observations still valuable 
• Automate as you understand what you are looking for
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THANK YOU!
Lawrence.Deeter@capmetro.org
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