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Priorities and Objectives

I. Earn and Retain the Community’s Trust
2. Provide Excellent Customer Service

3. Enable Organizational Success

4. Exemplify Financial Stewardship

5. Ensure Safety

& SpokaneTiansit




Earn & Retain the Community’s Trust

4 Performance Measures:

® Ridership

B Service Effectiveness
(Passengers per Revenue Hour)

B Customer Security

® Public Outreach

& SpokaneTiansit
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Ridership
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2012= 11,031,338  Goal: 0.5% Increase over 2014 Ridership

2013 = 11,087,049 Result: 2.4% Decrease
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Proj. 2015 = 11,381,056 & ot Tanst




Ridership
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2012 = 490,106 = Goal: Maintain 2014 Ridership Level

2013= 483,038 Resylt: 3.2% Decrease |
0laz 475171 - EE S0 DRCIEASE

Proj. 2015 = 475,171 & 9 SpokaneTransit




Ridership
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2012 = 250,436 Goal: 7.0% Increase over 2014 Ridership
2013 = 241,257 _

~ Result: 7.5% Decrease

Proj. 2015 = 263,574 & SpotianeTransi




Service Effectiveness
Fixed Route

PASSENGERS PER REVENUE HOUR 2013 2014 2015
36.43

40.00 -
35.00 -
.30.00 -
pctive |-
25.00 -
20.00 -
15.00 -

10.00 -

5.00 -

0.00 -

STA Urbanized Everett Transit  Pierce Transit Community King County C-Tran Ben Franklin
Average (Tacoma) Transit Metro (Vancouver) (Richland)
(Snohomish)

[ GOAL: TRANSPORT 28.0 PASSENGERS PER REVENUE HOUR ]

* System averages assume a performance equal to STA for 2014 & 2015




Service Effectiveness

Paratransit
PASSENGERS PER REVENUE HOUR 2013 w2014 2015
3.50
jectiyg
2.50 -
2.15 2.16
2.00 -
1.56
1.50 -
1.00 -
0.50 -
0.00 -
Urbanized Everett Transit  Pierce Transit Community  King County Metro C-Tran Ben Franklin
Average (Tacoma) Transit (Vancouver) (Richland)
(Snohomish)
[ GOAL: TRANSPORT 3.0 PASSENGERS PER REVENUE HOUR ]

* System averages assume a performance equal to STA for 2014 & 2015




Customer Security

Fixed Route 2013 2014 2015 GOAL
_ Score 50n
Personal 44 Not Survey In | ascale of 1-5
Safety on Bus . surveyed May (Standard =
4.5)
_ Score 50n
Driver Driving 45 Not Survey In | ascale of 1-5
Safely . Surveyed May (Standard =
4.5)
Paratransit 2013 2014 2015 GOAL
Score 5 on
Personal Not 49 (No survey | ascale of 1-5
SafetyonVan | gyrveyed : until 2016) | (Standard =
4.5)
Score 50n
Driver Driving Not 48 (No survey | ascale of 1-5
Safely surveyed ' until 2016) | (Standard =
4.5)

9 Spokane Transi



Public Outreach

“Does STA do a good job of listening
to the public?”

2013 2014 2015 = Goal

PR — P P B — P P RN - R cmremraaea Sma e emrssmssmsssmsssmsssmsremssesssamsssmsssmsssmsssmssemsssmsssmneanns

Update Score 4.5
3.55 3.37 anticipated in  on a scale
2nd Quarter | of 1-5

& 9 Spokane Transi
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Provide Excellent Customer Service

6 Performance Measures:

On-Time Performance

CS Call Center/Paratransit Reservations
Abandoned Calls

Customer Service Response Time

Professionalism and Courtesy

Driver Announcements / Introduction
Cleanliness of Coach /Van

Complaint Rate

Maintenance Reliability
& SpokaneTransi



OnTime

Performance
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& SpotaneTransi

Objectives: Fixed Route = 85%
Paratransit = 95%
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Customer Service: 328-RIDE

Call Center Performance
Service Level:

% of Calls Answered within 60 seconds Goal: 90%
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Presenter
Presentation Notes
Huge improve for CSR call center.  Best year ever
Reservations recovering through new hire that did not make it and now benefitting from new person as trained up.  Issue in December was __________?


Paratransit Reservations: 328-1552
Call Center Performance

Goal: 90%

Service Level:
% of Calls Answered within 60 seconds
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Presenter
Presentation Notes
Customer Service on track

Paratransit
Same factors caused improvement in service level.  Not reflected as a negative in the Para survey with results 95% customers rating Reservations customer service as a 4 or 5.  77% gave a 5 out of 5.


Professional &

Courteous
00 == 1st Quarter 2015 =+=Goal Goal = 4.50
: il 4.63
150 4.35 4.58
4.00 -
3.50 -
3.00 -
2.50 -
2.00 -
1.50 -
1.00 -
0.50 -
0.00 - .
Fixed Route Ride Along Paratransit Ride Along Customer Service
Reservations/Security
Admin & Mgmt

&9 SpotianeTransi
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Presenter
Presentation Notes
We grouped the different types of shops into three for reporting purposes
Overall over 4.53.


100.0%
90.0%
80.0%
70.0%
60.0%
50.0%
40.0%
30.0%

Operator Announcements/
Introductions

15t Quarter 2015
100.0% Goal: FR =95%

Para = 90%

79.2%

Coach Operator Van Operator
ADA Stop Announcements Introductions

&9 SpotianeTransi
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Presenter
Presentation Notes
Para explanation

FR 
Last three months 100% with automated announcements


Vehicle Cleanliness

st
98.1%1 Quarter 2015 100.0%

100.0% -

90.0% -

80.0% - Goal - Yes = 90% or Better

70.0% -

60.0% -

50.0% -

40.0% -

30.0%

Coach Interior/Exterior Clean Van Interior/Exterior Clean

& SpotaneTansi

15



Presenter
Presentation Notes
Slightly behind.  MERSA cleans during flu season.
 Hired temps for awhile to catch up


Fixed Route

Paratransit

Complaint Rate

2014

10 2015

Standard

5.3

4

5.0

8.0
(per 100K
passengers)

5.8

5.2

8.0
(per 10K
passengers)

Spokane Transit
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Fixed Route

Paratransit

Maintenance

Reliability
Average Miles Between Road Calls
2014 1Q 2015 2015 GOAL
0,634 7,296 L/ 7.’500
miles
67,756 117,300 L/ 5.7 000
miles

& SpotaneTansi
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Enable Organizational Success

3 Performance Measures:
¥ Training Rate
® Annual Employee Evaluations

B Governance

& SpokaneTiansit
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Fixed Route

Paratransit

Training Rates

2014 2015 Standard
Completed
CAD/AVL 8 hour§ Advanced
gy Completed | Training per
training for Operator annually
all operators
Scheduled 8 hourg Advanced
Completed Training per
for Summer

Operator annually

9 Spokiane ransi
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Fixed Route

Paratransit

Ride Checks/

Ride Alongs
2014 1Q 2015 Goal

100% of

230 0f 242 | 94 of 252 operators
completed | completed checked
annually

100% of

54* of 55 11 of 58 operators
completed completed checked
annually

* All active operators were checked in 2014

> Spokane Transit
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Maintenance

Maintenance
Training

2015 Standard

Measured | 2> ours per
- employee per

Annually =\ 2o

Spokane Transit
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Managers/Supervisors/
Administrative Training

Managers /
Supervisors/
Admin

2015  Standard |
O 100%

receive on-
Measured | . n
site or off-site :

Annually training each

year

& Spotane Tiansit
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Governance

® Board Development
Attendance at a transit-related conference /
training event

Event Location Attendee

APTA Legislative Conference Washington, D.C. Al French
March 8 - 10, 2015 Tom Trulove

&9 SpotianeTransi
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Exemplify Financial Stewardship

5 Performance Measures:

® Cost Efficiency

® Cost Effectiveness

® Cost Recovery from User Fees
¥ Maintenance Cost
O

Financial Capacity
Financial Management
Service Level Stability
Ability to Sustain Essential Capital Investments

Public Perception

& SpokaneTiansit
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_ Cost Efficiency
Fixed Route

COST PER REVENUE HOUR 2013 12014 W 2015

$200.00
$180.00 $171.95

$162.52

$160.00

$140.00 $138.95 137.06 $134.12

Objective -1~ . . BN A B N R $121.05
%120.00 : $106.97

$100.00 -
$80.00 -
$60.00 -
$40.00 -
$20.00 -
$0.00 -

STA Urbanized Everett Transit  Pierce Transit Community King County C-Tran Ben Franklin

Average (Tacoma) Transit Metro (Vancouver) (Richland)

(Snohomish)

OBJECTIVE: CONSTRAIN OPERATING COST PER HOUR OF SERVICE
TO NO MORE THAN 95% OF THE STATEWIDE AVERAGE FOR URBAN SYSTEMS

* System averages assume a performance equal to STA for 2013 & 2014
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_ Cost Efficiency
Paratransit

COST PER REVENUE HOUR m 2013 w2014 m 2015
$140.00 -

$120.00 -
Objective
$100.00 -
$80.00 -
$60.00 -

$40.00 -

$20.00 -

$0.00 -

STA Urbanized Everett Transit  Pierce Transit Community King County C-Tran Ben Franklin
Average (Tacoma) Transit Metro (Vancouver) (Richland)
(Snohomish)

OBJECTIVE: CONSTRAIN OPERATING COST PER HOUR OF SERVICE
TO NO MORE THAN 95% OF THE STATEWIDE AVERAGE FOR URBAN SYSTEMS

* System averages assume a performance equal to STA for 2014 & 2015
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Cost Efficiency

Rideshare
2014 1Q 2015
Operating/Administrative Cost
oer Mile $0.55 | $0.47
Revenue per Mile $0.55 | $0.52
% 100.3% | 111.2%

& SpokaneTiansit
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_ Cost Effectiveness
Fixed Route

$10.00
$9.00

$8.00

$7.00

Djective

$6.00

$5.00

COST PER PASSENGER w2013 w2014 W 2015

$9.17

$4.00 -
$3.00 -
$2.00 -
$1.00 -

$0.00 -

STA Urbanized Everett Transit  Pierce Transit Community King County C-Tran Ben Franklin
Average (Tacoma) Transit Metro (Vancouver) (Richland)
(Snohomish)

OBJECTIVE: CONSTRAIN OPERATING COST PER PASSENGER TO
NO MORE THAN 95% OF THE STATEWIDE AVERAGE FOR URBAN SYSTEMS

* System averages assume a performance equal to STA for 2014 & 2015
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Cost Effectiveness
Paratransit

COST PER PASSENGER w2013 w2014 m 2015
$70.00

$59.58

$60.00

$50.00
bjective

$40.00

$30.00 -

$20.00 -

$10.00 -

$0.00 -

STA Urbanized Everett Transit  Pierce Transit Community King County C-Tran Ben Franklin
Average (Tacoma) Transit Metro (Vancouver) (Richland)
(Snohomish)

OBJECTIVE: CONSTRAIN OPERATING COST PER PASSENGER TO
NO MORE THAN 95% OF THE STATEWIDE AVERAGE FOR URBAN SYSTEMS

* System averages assume a performance equal to STA for 2014 & 2015




Cost Recovery
from User Fees

Percentage

Fixed Route

——2012 -—4—2013 -w-2014 -—-2015

23.5
Goal = 20%
215 1 21.2 21.2
20.9 21.0 20.1 22.:]-
0.4 —i-20 1 —
19.5 — 0.0 20.1
19.7
—N18.7
17-5 T T 1
1st Quarter 2nd Quarter 3rd Quarter 4th Quarter

Percentage

. ——2012 =4—-2013 -m-2014 --2015
Paratransit
6.0 5.8
f—; 55 6T

5-5 FB% 07 e 5.3, 33
5.0 — =

5=1 , — _ 5.0 . ’
as 4.8 -

Goal = 5%

4.0 : o
3.5
3-0 T T 1
1st Quarter 2nd Quarter 3rd Quarter 4th Quarter
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Fixed Route

Paratransit

Maintenance Cost

(Cost per Mile)

2014 1Q 2015 GOAL
$1.14 | $124 | $1.27
$0.81 | $0.76 | $0.93

Spokane Transit
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Financial Management

Spokane Transit
Operating Expenses (1)
March 2015 Year-to-Date (YTD)

12000000

Total Expense Variance:
$1.3M 8.1% Under Budget ——

10000000

Fuel Expense Variance:
$730K 50.6% Under Budget

8000000 -

Totals:
2014 Actual  $14,510,045
2015 Budget $16,109,995 I
2015 Actual  $14,804,573

6000000 -

4000000 -

2000000 -

o | e D b

Fixed Route Paratransit Vanpool Plaza Administrative
E 2014 YTD Actual 9714240.39 2667944.95 185172.93 331790.39 1610896.44
H 2015 YTD Budget 10614341.81 2976841.84 210911.18 348628.72 1959271.4
& 2015 YTD Actual 9805502.43 2677868.73 157551.35 341681.17 1821969.8

(1) Year-to-date March 2015 capital expenditures total $1,096,413.

& SpotaneTransi
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Service Level Stability & Ability to
Sustain Essential Capital Investments

Improvement Plan

Current Projection Goal
# of Years Current Service | 3 Years 6 Years
Level Can Be Sustained
Fully Funded Capital 3 Years 6 Years

Public Perception

Community Survey Question

Response*

Standard

STA is Financially Responsible

3.54

Score 4.5

* Survey completed in 2014

& SnokaneTiansi N



Ensure Safety

2 Performance Measures:

® Preventable Accident Rate

¥ Injury Rate
Workers Comp Time Loss

Claims per 1,000 Hours

& SpokaneTiansit
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PREVENTABLE VEHICLE ACCIDENTS

Fixed Route
2012 2013 2014 2015
Jan 2 6 3 4
Feb 4 3 4 1
Mar 5 2 6 1
Apr 1 6 3
May, 4 3 : Standard:
Jul 1 2 2 Less than 0.08 per
Aug 4 5 8 9
Sep ; 5 . 10,000 miles
Oct 2 2 5 !
Nov 3 1 3
Dec 0 3 1
Total Prev. Accidents 30 40 48 6
YTD PREVENTABLE
accoents ).05 |+ 0.07 | 0.08 0.04
PER 10,000 MILES

Preventable Accidents per 10,000 Miles | “=-2013 #2014 --2015

0.30

0.25

0.20 -

0.15 -

0.10

0.05

0.00

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
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PREVENTABLE VEHICLE ACCIDENTS

Paratransit

2012

2013

N
o
=
N

Jan

Feb

Mar

Apr

May

Standard:

Jun

Less than

Jul

Aug

0.10 per

Sep

. 10,000 miles

Oct

Nov

Dec

OlR|O|R|FP Rk RIRIN R OF

RINFPIOFRPFPDNPEFPINNON

Total Prev. Accidents

[EEY
o

=
(&)

2

YTD PREVENTABLE
ACCIDENTS
PER 10,000 MILES

.o ~N|O|w OO0 O O OoOFrNO

o

5 | 0.07

0.11

0.06

Preventable Accidents per 10,000 Miles

0.25

4-2013 -=2014 ©®-2015

0.20 -~

0.15

0.10 -

0.05 -~

0.00
Jan

Feb

Mar Apr

May Jun

Jul

Aug Sep Oct Nov Dec
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Fixed Route

Paratransit

Maintenance

Workers’ Compensation
Time LosS

Lost Time Days per 1,000 Hours

2014 1Q 2015 Standard
0.02 0.01 0.02
0.03 0.04 0.04
0.03 0.04 0.05




Workers’ Compensation

Claims
Claims per 1,000 Hours
2014 1Q 2015 Standard
Fixed Route . 0.05 0.08 0.05
Paratransit 0.11 0.13 0.08
Maintenance, (.12 0.10 0.09
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