Sunlmne

TRANSIT AGENEY
AGENDA
STRATEGIC PLANNING & OPERATIONAL COMMITTEE

February 16, 2016
9:00a.m

Board Room
SunLine Transit Agency
Thousand Palms, CA

1. Call to Order

2. Roll Call

3. Presentation
a) Service Standards Performance Report FY 2014-15 (Semia Hackett)

4. Public Comments

5. Committee Member Comments

6. Service Standards Performance Report FY 2014/15 Receive & File
Recommend the Board of Directors to Receive and File the fiscal year
2014/15 Service Standards Performance Report. (Pages 1-12) (Staff: Semia Hackett)

7. 2015 /Bus Stop Improvements — New Bus Shelters Information
List Phase 6
Overview of 2015 Bus Stop Improvements (Pages 13-14) (Staff: Semia Hackett)



http://www.sunline.org/pub/agenda/2016/02_february/spoc/BrdRptServiceStandardsPerformancev2.pdf
http://www.sunline.org/pub/agenda/2016/02_february/spoc/busstopimprovement.pdf

8. Service Standards Policy #B-190613 Amendment Approval Action
(Steven Hernandez, Chair Strategic Planning & Operational
Committee; Staff: Semia Hackett)
Recommend that the Board of Directors approve the attached
Amended Service Standards Policy #B-190613 (Pages 15-42)

9. Adjourn


http://www.sunline.org/pub/agenda/2016/02_february/spoc/BrdRptServiceStandardsPolicy4.pdf

SunLine Transit Agency

DATE: February 10, 2016 RECEIVE & FILE
TO: Strategic Planning & Operational Committee
Board of Directors
FROM: Chief Administration Officer
RE: Service Standards Performance Report FY 2014/15

Recommendation

Recommend the Board of Directors to Receive and File the fiscal year 2014/15 Service
Standards Performance Report. The attached report will capture the following
standards:

e Service Frequency and Service Span
e Service Performance
e Service Quality

Background

In July 2013, the Board of Directors approved the SunLine Transit Agency Service
Standards Policy to be used in formalizing the planning, operation, management and
development of major route and service changes in the Coachella Valley.

Attached is the summary of results for service standards design, performance, and
guality metrics for services provided in FY14/15. The metric results of the Key
Performance Indicators (KPI) are outlined in this report.

Financial Impact

The Service Standards Performance Report reflects existing transit services provided
by SunLine; there are no financial impacts.

Semia Hackett


http://www.sunline.org/pub/agenda/2016/02_february/spoc/ServiceStandardsPerformanceReportAmended160216RedEdit.pdf
http://www.sunline.org/pub/agenda/2016/02_february/spoc/ServiceStandardsPerformanceReportAmended160216RedEdit.pdf

Sunline

TRANSITI AGENEY

Amended 2/16/16

SunLine Service Standard Performance Report Fiscal Year 2014/15

In July 2013, the Board of Directors approved the SunLine Transit Agency Service
Standards Policy to provide the agency staff direction in the planning, operation, and
management of transit service in the Coachella Valley.

This report is the annual summary of results for service standards design, performance,
and quality metrics for service fiscal year 2014. The service standards policy and metrics
are intended to:

Promote continuous improvement of transit service

Provide regular updates on service performance

Meet federal Title VI for policy implementation and monitoring
Avoid arbitrary decision making regarding the provision of service

Overall the metric results are good. Some areas for improvement are targeted for
changes for fiscal year 2016 and will also be considered in developing the budget and
Short Range Transit Plan for fiscal year 2017.

Service Design

SunLine operated 14 fixed route transit lines in the Coachella Valley during fiscal year
2014/15, as well as one Commuter Link 220 route operating between Palm Desert and
Riverside.

The transit lines and the cities or communities they serve are listed in Table 1 below,
with Tables 2 and 3 showing service frequencies and spans for each line:

Table 1. Summary of SunLine Fixed Route Transit Services as at July 2015

Line | Cities/Communities Served
14 Desert Hot Springs and Palm Springs
15 Desert Hot Springs and Desert Edge
24 Palm Springs
30 Palm Springs and Cathedral City
32 Palm Springs, Cathedral City, Rancho Mirage, Palm Desert and Thousand Palms
53 Palm Desert
54 Palm Desert, Indian Wells, La Quinta, Indio and Bermuda Dunes
70 La Quinta, Palm Desert, Indian Wells and Bermuda Dunes
80 Indio
81 Indio
90 Indio and Coachella
91 Indio, Coachella, Thermal, Mecca, and Oasis
95 Indio, Coachella, Mecca and North Shore
111 | Palm Springs, Cathedral City, Rancho Mirage, Palm Desert, Indian Wells, La Quinta and Indio
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| 220 | Palm Desert, Rancho Mirage, Cabazon/Morongo Casino, Beaumont, Moreno Valley and Riverside |

Service Frequency and Service Span Standards
Below are listed the minimum service frequencies and spans considered sustainable with
funding level increases expected for SunLine in the next two to five years:

e Key Urban Lines:
o Frequency of Service:

e 20-minute weekday daytime

e 40 minute nights and weekends
o Span of Service:

e 5am. - 11 p.m. weekdays

e 5am. - 11 p.m. weekends

e Local Community Lines:
o Frequency of Service:

e 35-minute weekday daytime

e 90 minute nights and weekends
o Span of Service:

e 5am. -7 p.m. weekdays

e 9am.- 6 p.m. weekends

e Commuter Link Service:
o Frequency of Service:

e 120-minute weekday daytime
o Span of Service:

e 4am. - 10 p.m. weekdays

These are minimum standards and can be revised where sustainable (i.e. where demand
warrants, performance measures can still be met, and increased funding can sustain).
With Line 20 being added, this route will be placed under the Local Community Line
category.

New routes may also be implemented based on a weekdays only service typically
between the hours of 6 a.m. — 7 p.m. A 12 to 18-month trial period is allocated to provide
opportunity for service adjustments prior to making a decision to either retain, expand or
eliminate service.
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Table 2 — SunLine Service Frequencies as of July 2015

Line Weekday Frequency Weekend Frequency
Number Peak Midday Evening Day Evening
14 20 20 30 40 40
15 60 60 60 60 60
24 40 40 40 60 60
30 20 20 30 40 40
32 50 50 50 60 60
53 60 60 60 80 80
54 45 45 45 - -
70 45 45 45 90 90
80 60 60 60 60 60
81 60 60 60 60 60
90 35 35 35 35 35
91 60 60 60 80 80
95 180 180 180 - -
111 20 20 30 40 40
Table 3 - SunLine Service Spans as of July 2015
Line Weekday Span Weekend Span
Number Start Finish Start Finish
14 4.52 a.m. 11.23 p.m. 4,52 a.m. 11.23 p.m.
15 4.54 a.m. 8.49 p.m. 6.49 a.m. 7.44 p.m.
24 6.20 a.m. 8.25 p.m. 6.23 a.m. 7.44 p.m.
30 5.19 a.m. 10.44 p.m. 6.12 a.m. 9.40 p.m.
32 5.07 a.m. 10.41 p.m. 6.54 a.m. 10.48 p.m.
53 6.18 a.m. 6.46 p.m. 9.05 a.m. 6.22 p.m.
54 6:00 a.m. 7:57 p.m. - -
70 5.15 a.m. 8.43 p.m. 5.15a.m. 9.28 p.m.
80 6.00 a.m. 8.44 p.m. 6.00 a.m. 8.44 p.m.
81 5.35 a.m. 8.23 p.m. 5.35a.m. 8.23 p.m.
90 4.55 a.m. 10.11 p.m. 4.55 a.m. 9.01 p.m.
91 4.47 a.m. 10.17 p.m. 5.38 a.m. 9.34 p.m.
95 5:35 a.m. 8:50 p.m. - -
111 4.51 a.m. 10.54 p.m. 5.42 a.m. 10.30 p.m.

All of the above services were provided in line with the service standards policy. The
Lines 14, 15, 90, 91 and 111 weekdays operated below minimum service frequency
established. Corrective action was taken in the January 2014 service change to address
the service frequencies on Lines 14 and 53 weekdays.

System Ridership
Ridership system wide (SunBus and SunbDial) reached 4,829,508, an increase of 1.0%:
e SunBus ridership totaled 4,674,654, a decrease of -9,624 rides (-1.0%) (by
comparison, 2013-14)

e SunDial ridership totaled 154,854, an increase of 15,812 rides (up 1.1%) of rides
Revised 2/15/16 3



(by comparison, 2013-14)

Average Weekday, Saturday and Sunday ridership by month for fixed route services in
fiscal year 2013/14 and fiscal 2014/15 are shown in Charts 1, 2 and 3 below.

The charts also show the seasonal variations by month:
e Average weekday ridership can be as high as 16,000 in season while as low as
11,000 in July.

e Average Saturday ridership seasonally varies from 7,000 to 10,000.

e Average Sunday ridership seasonally varies from 6,000 to 8,000.

This fluctuation is primarily due to the absence of operation of supplementary service
levels (“tripper buses”) when schools are out of session.

Chart 1 — Average Weekday Ridership by Month
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Chart 2 — Average Saturday Ridership by Month
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Chart 3 — Average Sunday Ridership by Month
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Service Productivity and Effectiveness:
This section reviews service productivity and effectiveness through three measures:

e Ridership per hour of service (productivity)

e Farebox cost recovery (financial effectiveness)

e Subsidy per passenger boarding (financial effectiveness)
Passengers per Revenue Hour (PPRH) This KPI measures service effectiveness or
productivity based on ridership (passenger boardings) generated for each hour of
revenue service operated (PPRH). There are different minimum performance

expectations for this metric for each service tier, as shown in Table 4 below, based on
past performance of these lines and minimum standards set by many peer agencies.

Table 4 — Service Performance Expectations by Service Type

PPRH Standard

Key Urban Lines — Lines 14, 30, and 111 20
Local Community Lines — 15, 24, 53, 54, 70, 80, 81, 90, 91 and 95 10
Commuter Link Service — 220 5

Line 20 from Desert Hot Springs to Palm Desert is planned and would be treated the
same as a Local Community Line for this measure.

As shown in Table 5, Lines 53 and 95 fail to reach the set minimum of 10 passengers per
revenue hour and is only slightly above the metric for weekdays/ weekends for Line 53.
Corrective action will be taken in September 2016 to reduce the span of service for these
lines both weekdays and weekends, realigning service, as well as improve the service
frequency.

Table 5 — Service Ridership and Productivity FY2014-15

Route | Average Weekday Saturday Average Average Sunday
Weekday | Productivity | Ridership Saturday Sunday Productivity
Ridership Productivity | Ridership

14 2161 225 1259 26.7 1032 22.6

15 374 23.5 202 15.8 166 13.0

24 629 20.1 252 14.8 210 12.3

30 2549 27.9 1467 33.7 1234 28.3

32 938 18.3 559 16.1 464 13.3

53 199 8.5 69 7.6 51 5.6
Revised 2/15/16 6




54 375 14.1 - - - -
70 732 22.4 314 19.7 250 15.8
80 426 28.8 268 18.6 228 15.8
81 279 18.8 179 12.3 146 10.1
90 685 20.4 502 16.5 436 14.3
91 726 155 419 14.6 397 13.8
95 127 8.4 - - - -
111 4637 26 3378 24.7 2766 20.2
220 50 5.3 - - - -

Cost Recovery and Subsidy per Passenger Boarding This KPI measures the service
cost effectiveness as defined by the proportion of cost covered by fares from passengers
(cost recovery) and the net additional operating cost per passenger beyond the average
passenger fare (subsidy per passenger boarding).

Table 6 below sets out targets for cost recovery and subsidy per ride at the overall transit
line level. These measures are reported on annually.

Table 6 — Cost Recovery and

Subsidy per Passenger Boarding D e

Maximum Subsidy per

: Boarding
Service Type
Key Urban Lines 14, 30, and 111 215%
<$4.00
Local Community Lines 15, 24, 32, 53, 54, 70, 80, 81, 0
90, 91 and 95 =10%
: <$6.00
Commuter Link Service — 20 210%
<$25.79

Line 20 Desert Hot Springs to Palm Desert would be treated the same as Local
Community Lines for this measure.

Table 7 below shows fiscal year 2014/15 operating costs, fare revenue, cost recovery,
and subsidy per passenger for each fixed route transit line and the overall system.
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Table 7 — Costs, Revenue, Recovery, Subsidy per Ride. fiscal year 2014-15

Operating Fare Cost
Route Cost Revenue Recovery

14 $ 3,180,517.67 $ 432,389.68 13.59%
15 $ 585,265.49 $ 82,816.17 14.15%
24 $ 1,086,988.41 $ 115,283.49 10.61%
30 $ 2,438,534.18 $ 488,515.02 20.03%
32 $ 1,875,983.19 $ 194,948.40 10.39%
53 $ 683,317.76 $ 39,742.39 5.82%
54 $ 713,872.44 $ 54,290.65 7.61%
70 $ 995,140.19 $ 165,340.04 16.61%
80 $ 476,571.64 $ 77,694.26 16.30%
81 $ 443,930.56 $ 61,391.70 13.83%
90 $ 1,125,642.70 $ 141,745.93 12.59%
91 $ 1,903,167.43 $ 208,951.47 10.98%
95 $ 494,130.57 $ 31,077.94 6.29%
111 $ 6,277,312.62 $ 884,017.12 14.08%
Local System $ 22,280,374.84 $ 2,978,204.25 13.37%
220 $ 431,797.85 $ 39,919.49 9.24%
SunDial $ 4,927,911.54 $ 297,227,65 6.03%

Of note is Lines 53, 54 and 95, which are well below 10% cost recovery, corrective
actions will be taking place in September 2016 to improve ridership and reduce costs for
this service in order to address its performance. Other lines meet or are very close to
meeting these standards of effectiveness.

Service Quality Standards
Service quality standards are proposed to be measured using the following operational
and passenger experience metrics:

Service Scheduled Speed (service quality)

On-Time Performance (service reliability)

Miles between Service Interruption (service reliability)
Average Fleet Age (service comfort)

o O O O

Each suggested metric is discussed in more detail below.

Service Scheduled Speed This KPl measures service speed as scheduled. The
measure is calculated by dividing scheduled in service hours by revenue miles for each
route. This measure is important to be monitored as services need to maintain reasonable
speed to retain and grow ridership. Transit systems typically struggle with this as it
requires efforts in areas including stop spacing, management of intersection congestion,
street supervision and operator training, as well as working with other city departments to
manage long term service disruptions.

Table 8 below shows target performance for SunLine’s transit system. The system is
currently operating at or above 12.5 MPH in scheduled speed. It operates in a relatively
uncongested environment and this speed is expected to be maintained.
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Through significant efforts to optimize existing operations with better service frequencies
and removing causes of delay, bus service scheduled speeds may increase. This
measure will require ongoing improvement over time to maintain and improve
performance.

Table 8 — Service Scheduled Service

Speed Speed - Service Speed - Weekends
Weekdays

Service Mode
Bus 12.5 MPH 12.5 MPH

On-Time Performance This KPI measures service reliability as defined by adherence to
the published service schedule. “On-time” is when a trip departs a time-point within a
range of zero minutes early to five minutes late. In order to achieve targeted on-time
performance, service running times need to be calibrated regularly based on existing
conditions. SunLine has a relatively uncongested operating environment, which helps
support a high KPI for on-time performance.

The biggest impact for on-time performance is route detours. All local routes meet this
measure now excepting periods of detours, and the target of 85% is consistent with
those adopted by peer systems with automated measuring tools (automatic vehicle
location of AVL equipment). Table 9 below lists on-time performance standards for
fixed routes.

Table 9 — On-Time
Performance On-Time Performance
Standard

Service Mode

Bus 85% (excepting major detours)

SunLine has a relatively uncongested operating environment, which helps support a high
86.1% on-time performance system wide for fiscal year 2014-15. The biggest impact for
on-time performance in our operating area is route detours relating to road construction
and/or repair projects.

Miles between Service Interruptions This KPI measures service reliability as defined
by revenue miles between service interruptions, regardless of cause. To meet this target,
both avoidance of service interruptions through early identification (e.g., planning for
detours, proper fleet maintenance) and timely response to service interruptions that do
occur with trips filled promptly are necessary.

The miles between road calls metric target is shown below in Table 10.

Table 10 — Miles Between
Service Interruptions Target Minimum Miles Between Service

Interruptions (Road Calls)

Service Mode
Bus 5,000
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The standard of 5,000 miles was exceeded throughout the review period. Miles between
Service Interruptions for Fy14/15 are noted in the table below.

FY14/15 F/IR
July 24,413
August 18,246
September | 32,465
October 20,678
November | 55,380
December | 73,335
January 37,529
February 25,090

March 20,215
April 18,597
May 14,926
June 19,628

Average Fleet Age The age of the vehicle fleet affects performance and reliability of
transit services and attraction of customers. Adhering to the average fleet age
requirement will ensure a consistent safe, reliable, and comfortable passenger
experience. This measure should be reduced from the current ten-year standard to six
years average as the purchase of new vehicles evened out (one twelfth of the fleet
replaced each year) in the future when the existing fleet is replaced.

Table 11 - Vehicle Average Average Fleet Age |
Standard Transit Bus No greater than 10 years

In fiscal year 2014/15, all fixed route buses were below 10 years of age as described
below:

e 15 Orion High Floor 40 ft. buses (delivered 2005-2006)

e 41 New Flyer Low Floor 40 ft. buses (delivered 2008-2009)

e 10 El Dorado Low Floor 32 ft. buses (delivered 2010)

e 5 Hydrogen fuel cell demonstrator buses (delivered 2006, 2011, 2014, and 2015)

Revised 2/15/16 10



Paratransit Service Standards (SunDial)

The federal government through the Federal Transit Administration provides guidelines
to assist agencies maintain a high standard of complimentary paratransit service for the
ADA passengers. Key metrics include:

Eligibility:
o Any person with a disability who is unable to board, ride, or disembark
from an accessible vehicle without the assistance of another person.

o Any person with a disability who has a specific impairment related
condition that prevents the person from travelling to or from a
boarding/disembarking location.

o Certification required by a doctor.

o Visitors qualified elsewhere in USA may use SunDial ADA for up to 21
days per year and must then qualify locally.

o Maximum 21-day response to application and an appeals process exists.

o There is no limit to number of trips a person can make Reservations can
be made up to 14 days in advance.

o A no show policy exists for passengers who do not appear for their rides,
with possible exclusion from SunDial service for a period of time in
extreme cases.

o Persons who need a wheelchair lift or ramp and a wheelchair lift-equipped
vehicle/bus is unable to deploy its lift/ramp in a particular location due to
physical constraints of that particular bus stop.

SunLine’s Customer Service Department processed 100% of the completed
applications within the 21-day target.

Access: The agency must serve any origin and destination pair (curb to curb) that
are both within 0.75 miles of a fixed route corridor (excluding Commuter bus
service), at the times and days of service when fixed route is operating. Next day
service via reservation during normal business hours must be provided.

SunBus complimentary paratransit services are available at the same times as
fixed route services. Additionally, the Reservation call center accepts client
reservations seven days per week between 8:00 a.m. and 5:00 p.m. for next day
services.

Travel Time: Trip pick up time must be scheduled within zone hour of the requested
departure time. Trip length should be not more than twice the time it would take to
make the same trip by fixed-route (maximum 120 min).
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e On-time performance: Trip pick up should consistently occur within a +20-minute
window around the schedule pick up time. Target minimum on-time performance
of 90% (agency).

During FY14, SunBus on-time performance was 90.9%.

e Capacity: No more than 50% of number of trips can be subscription, if going above
this level causes a problem for non-subscription riders.

Staff ensures subscription trips are balanced with non-subscription trips to make
sure adequate levels of service are provided on a daily basis.

e Fares charged may not exceed twice the non-discounted fare for the fixed-route
network at the time of the trip. No fare is to be charged to personal care attendants
where they are required. Companions pay the same ADA fare.

SunBus fares are based on the distance the individual travels. Travel within one
city is $1.50/trip; travel within multiple cities is $2.00/trip.

Revised 2/15/16 12



SunLine Transit Agency

DATE: February 10, 2016 INFORMATION
TO: Strategic Planning & Operations Committee
Board of Directors
FROM: Chief Administration Officer
RE: Bus Stop Improvement Project, Phase 6

Background

During FY14/15, SunLine installed 35 new bus shelters and relocated four existing
shelters throughout the Coachella Valley service area.

A list of 25 proposed sites to receive new shelters in 2016 is provided for Board
information. The selection of the sites was based on the average daily ridership and
physical suitability; most of the sites will require upgrades to ensure ADA accessibility.
The SunLine staff has contacted the Cities by letter to inform each of the proposed site
upgrades.

The contracts for engineering services, shelters and concrete pads will be brought to
the Board for approval later in 2016.

Financial Impact

This work will be funded by FTA Section 5307 in the amount of $100,000.00 and Prop
1B Safety and Security in the amount of $261,804.50. The project budget and contract
for new shelters, construction and installation will be brought before the Board for
approval later in 20186,

Recommendation

This item is for information only.

Semia Hackett
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SunLine Transit Agency

DATE: February 10, 2016 ACTION
TO: Strategic Planning Committee
Board of Directors
FROM: Chief Administration Officer
RE: Service Standards Policy #B-190613 Amendment Approval

Recommendation

Recommend that the Board of Directors approve the attached amended Service
Standards Policy #B-190613.

Background

In 2013, the Board approved the Service Standards Policy to provide Agency
staff a clear direction in the planning, operation, and management of transit
service in the Coachella Valley. This amended service standards document will
provide SunLine staff with a policy framework which will be used to plan new
transit services, make adjustments to existing service and measure how well the
transit system is progressing towards achieving its goals and objectives. The
Service Standards Policy will cover three categories:

e Service Design
e Service Performance
e Service Quality

The above standards are outlined in detail in the attached amended Service
Standards Policy.

Financial Impact

The Service Standards reflect existing transit services provided by SunLine.
There is no immediate financial impact. Any future service changes will be
subject to Board approval, and each such proposal will include an estimate of
financial impact to be considered as part of the service change
recommendation(s).

Semia Hackett
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SunLine Transit Agency Revision:
Service Standards Policy Adopted: 7/31/2013
Policy No: B-190613

SERVICE STANDARDS POLICY

l. PURPOSE

The purpose of the Service Standards Policy is to provide a policy framework for guidance
of staff in the design, operation, and management of SunLine Transit Agency’s transit
services.

Il. POLICY

1. Scope

The provisions of this policy shall apply to all SunLine staff in the design, operation, and
management of SunLine’s transit services.

2. Objectives
SunLine’s Service Standards Policy objectives shall be to:

a. Promote the continuous improvement of transit service i throughout the Coachella
Valley and the maximization of mobility benefits to the community.

b. Support the agency in meeting Federal Title VI requirements in avoiding arbitrary
discriminatory decisions regarding provision of transit service.

1. PROCEDURE

1. Background

SunLine is the sole provider of regular scheduled fixed route (SunBus) and complementary
ADA Paratransit (SunDial) service for the Coachella Valley in Southern California.

SunLine Transit Agency is a Joint Powers Authority established in 1977 to provide public
transit services to nine member cities and five-seven Riverside County unincorporated
communities. It is governed by a Board of elected officials, one from each of the nine
member cities, plus the county supervisor.




SunLine Transit Agency Revised:
Service Standards Policy Adopted: 7/31/2013
Policy No: B-190613

The stated vision, mission, and goals of the agency are as follows:

e Vision
o SunLine Transit Agency is the regional transportation mode of choice.
e Mission:

o To provide safe and environmentally conscious public transportation services
and alternative fuel solutions to meet the mobility needs of the Coachella
Valley.

e Goals:

o To provide dynamic organizational leadership and change consistent with the
growth of the transit agency.

o To continue the advancement of innovative transportation and alternative fuel
technologies.

o To provide leadership for the region’s mobility needs.

o To provide high quality transportation services that are safe, efficient, and
effective.

SunLine operates a range of services:

e SunBus provides 195 fFixed rRoute SunBus-Services-localtransit lines
throughoutin the Coachella Valley.

e SunLine Commuter Link sService provides local and regional passenger bus
service between the Coachella Valley and Riverside.

transportation service required by ADA for individuals with disabilities who are
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unable to use the SunBus fixed route serviceystem: the system must be
comparable to the fixed route system.

e Half Fare Taxi Voucher Program_is a curb-to-curb, premium demand response

service designed to transport residents of the Coachella Valley who are 60 years of
age and older. It is provided through local taxi operators and is available 24 hours a
day, year round. The continuation of this program is contingent upon grant funding.

SunLine has a 1,120 square mile service area from the Highway 111/Interstate-10
Junction in the north-west to the Imperial County border in the south-east, bounded by
mountains to the north and south. The agency currently serves the nine member cities
(from west to east) of Desert Hot Springs, Palm Springs, Cathedral City, Rancho Mirage,
Palm Desert, Indian Wells, La Quinta, Indio, and Coachella, plus the seven
unincorporated communities of Thousand Palms, Bermuda Dunes, Desert Edge, Thermal,
Mecca, Oasis, and North Shore.

Below, Map 1 belew-shewsillustrates the SunLine 1,120-square-mile-service area;- Map 2
below-shows the January 2016July-2013May-2015 fixed route transit network.

Map 1 — SunLine Service Area
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SunLine Service Area

Sunline Service Area
1,120 Square Miles

— Suntine Network

City Boundary
Community (ou_m.l Aron

;L—_Hnmm o




SunLine Transit Agency Revised:

Service Standards Policy Adopted: 7/31/2013
Policy No: B-190613

Map 2 — SunLine Transit Service Network
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2. Service Standards Overview

ebjeetrve&Thls document sets service standards for service de3|qn service performance
and-service quality and service warrants.

hed : lit I ons:

e 2.1 Service-Design Standards: Design Sstandards refer to the design of transit
services in regards to service tiers, frequency, service span, stop and route spacing,
route alignment, connectivity, and stop amenities.used—fer—desigh—of-new—and
sebpesnesl o ade e oee L copiicos

o 2.2 Service—Performance Standards: Performance Sstandards are used to
evaluate the used—in—evaluating—performance of existing transit services to

continuously improve their-productivity {efficieney)-and sustainability-(effectiveness).
o 2.3 Sepvice—Quality Standards: Quality Sstandards are used to maintain and

improve the consistency and reliability of service delivery and-theas well as the
passenger experience.

o2 4 Service-Warrants Standards: Warrants Sstandards provide a way to determine
which areas within the large service area will have both the passenger demand and
performance potentral to produce cost effectlve flxed route transrt service.
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Service Tiers
The SunLine transit network canis classified define-its-services-into three tiers that define
the service level and performance expectations for each service:

e Key-Urban Lines — Lines 14, 30, and 111
e Local Cemmunity-Lines — Lines 15, 20, 24, 32, 53, 54, 70, 80, 81, 90, 91, and 951
e Commuter Link Sservice — Linke 220-te-Riverside

Minimum service level specifications or warrants are responsive to the service tiers, network
connectivity, and ridership/~(demand} requirements. -Minimums may be exceeded where
supported by demand and prioritized for funding of such higher service levels.

Key-Udrban Llines are designed to deliver have-the-highest-service in highly populated
areas with high ridership and productivity anticipated,« also known as ridership per revenue
service-hour). Generally, to meet the demand, Fhey-reed-higher frequencies are required
to accommodate this+idershipthe demand for service. Additionally, tFhey service alse-links
together—_travel between multiple communities often serving and-serve—Sunkine’s—the
Coachella Valley's busiest corridors.

Local Geommunity-Llines are designed to pick up and deliver passengers to an Udrban
Lliine and therefore —Generally;, LocalLines-necessitatewarrant-comparatively lower levels
of service due to their pI‘OVISIOI’l of me%n%b%me%@eeal%&eg#&eemmem{w—locahzed

eenneeueﬂs—te—the—key—u%ban—lmes Generally, tIFhese I|nes typlcally have Iower overaII
ridership and productivity.

New—Commuter Link Service is designed to provide express service to regional

destinations, improving kire—220—to—Riverside—provides—two—trips—weekday—merhings

10
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Gemmu%er—l:mk—sewreeuta;getmguaccess to jObS and jOb services across the county and

beyond (via connection to the regional rail network and/or Urban Lines).

Key attributes in relation to these services include:

Stop frequencies and span
Stop spacing

Route spacing

Route alignment
Connectivity

Stop amenities

Service Frequency and Service Span Standards

Service frequency is the number one factor that attracts new riders to a transit system.
Frequency defines how long customers wait for bus service in relation to the time in which
they arrive at the stop. depending-on-how-theyarrive-atthe stop—Industry experience shows
more customers spontaneously show up to stops instead of planning their trips, and higher
levels of frequencies decrease the average wait time for random arrivals. While high
frequency service is desirable, different mobility typelogies—and service types warrant
different levels of transit service.

Similar to service frequency, service span affects the variety of travel options passengers
can choose to take. Routes with similar network roles should have similar spans in order to
facilitate travel throughout the SunLine network. For both frequency and span, itis important
to balance convenience for passengers with funding and resource constraints.

Below are listed-the minimum service frequencies and spans considered sustainable with
funding level increases expected for SunLine-Fransit-Ageney in the next two to five years.
Services in each service type can operate more frequently or longer hours but should not
operate less frequently or fewer hours than the minimum standard.:

Urban Lines 2035 30 minutes 95:00 AM — | 56:00 AM —
e minutes - | 11:00 PM 11:00 PM
Local Lines 30/60 60 minutes £6:00 AM — | 98:00 AM —
- minutes - | 7400 PM 66:00 PM
Commuter Link Based on Based on Based on Based on
demand demand demand demand

11
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These are minimum standards established by SunLine and can be revised where

sustainable (i.e., where demand warrants, performance measures can still be met, and
increased funding can maintain operationsustain). Desired performance goals are outlined
in Section 4.

Stop Spacing Standard

The Stop Spacing Standard involves the distance between bus stops and where stops
should be located. This involves balancing access to service while minimizing delay.
Industry wisdom argues too many stops results in fewer riders because faster service
operations is more important than minimizing walking distances. Adding pew-stops slows
down a route, making it less attractive to passengers. In some cases, a stop may need to
be skipped (e.q. empty land with no development) or added (e.q. special customer access
need or key destination).

12
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As part of the Comprehensive Operational Analysis Study of 2005-2006, SunLine
established a 0.5 mile target average stop spacing for all routes, with changes made over
the last sixnine {9)-years having largely implemented this policy. Individual stops spacing
can be varied based on local conditions with the average spacing target in mind.

Route Spacing Standard
Route spacing of at least one mile between parallel routes is considered essential for more
sustainable service.

Every effort is also made to avoid unproductive duplication of routes, as well as to avoid
unproductive areas such as vacant land,-and gated resorts, and -erresidential communities.

Route Alignment Standard

SunLine fixedunkine route lines should be designed to provide service using direct
pathways to varying origins _and destinations; out-of-direction _movements should be
minimized. Direct service is more efficient; therefore, increases in fare revenue can be
anticipated while operating costs are minimized.

Deviations resulting in indirect alignments which serve high volumes of passengers may
occasionally be warranted. In these cases, it is important to measure the benefit to new
riders versus the impact to current riders. The impact to riders on the bus should be no more
than five minutes per boarding gained on the deviation. The formula for calculating this
impact is below:

(Passenger Load) * (Time of Deviation) <
Boardings Gained Along Deviation

For example, if a proposed deviation to a housing development would add 6 minutes in
running time to a route, generate 40 new passenger boardings, and force 30 current riders
to ride through the deviation, the time impact to current riders per boarding gained would
be 4.5 minutes. Since this is less than 5 minutes, this deviation would be justified.

30 current riders * 6 minutes
=45>5

40 new riders

There may be times where line deviations are warranted due to construction, special events,
and/or inclement weather. These deviations are not subject to the same five-minute rule
because they are temporary and often unavoidable.

Connectivity Standard

Existing service frequencies are reflective of service demand, but also are based on
operating realities such as how long it consistently takes for a bus to make a round trip on
a route. This mixture of service frequencies defines the experience when customers must
connect between two routes.

13
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SunLine will prioritize matching headways-{frequencies) based on clock-face frequencies of

2040 or 50-rinpte-headwaysn-the-shortermand- 15, 30, and 60 minutes beadwans-10
facilitate connections between services.as-service-expandsin-the-future: Having consistent

intervals between trips on all services allows SunLine to schedule reliable transfers and
makes the schedules easier to remember. Fhis—wilallow—for—consistentconnection

experiencedto-be-made between-services:

Stop Amenities Standard
SunLine Fransit-Ageney-provides amenities (a bench and waste container) at all stops
where a sidewalk exists (and sufficient space is available).

All stops with at least 10 average daily passenger boardings should have a shelter
installed, unless prevented by local conditions prevent-this-(such as available space or
design issues, as determined in consultation with each cEity or the cEounty).

New bus stops will be installed as mandated by the Americans with Disabilities Act (ADA)
quidelines. As funding permits, the agency will upgrade existing stops to meet the

standards set forth bv ADA H—rs—the—geaLet—the—ageneyteeaLksteps—te—be—ADA—aeees&bte—

2.2 Service Performance Standards
Key Performance Indicators (KPI) are used across the industry to measure, evaluate, and
compare transit service performance. The following KPIs are recommended for measuring

the performance of SunLlnes service: Serwee—ee#ermanee—may—be—measereel—usmg—a

e Passengers per Revenue Hour
o oo por Lo

e Subsidy per Passenger Boarding
e Cost Recovery

SunLine should regularly review service performance against these-service metries-KPIs to
better match service demand and supply within the financial and operational capacities of
the agency. Each-ofthese-metricsisThe KPIs are discussed in more detail below.

Passengers per Revenue Hour: -This KPl measures service effectiveness or productivity
based on ridership (passenger boardings) generated for each revenue hour of service
operated (PPRH).

Passenger Boardings

Revenue Hours

14
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Fhere-are-differentThe minimum performance expectations for this-metricfor-each service
tier is;as shown in Table 4 below.; These KPIs are based on past performance of these
lines-and minimum standards set by many-peer agencies.

Lines performing at or above 125% of their service classification target will be candidates
for increased investment while lines performing at or below 75% will be subject to corrective
action. These options will be discussed in more detail later in this document.

Urban Lines — Lines 14, 30, and 111 25 passengers per hour20
Local Lines — 15, 20, 24, 53, 54, 70, 80, 81, 15 passenaers per hourio
90, 91 and 95 B gers p
Commuter Link Service — 220 1545 passengers per trips

15
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Cost Recovery and Subsidy per Passenger Boarding: These KPIs measure the
service cost effectiveness as defined by the proportion of cost covered by fares from
passengers (cost recovery) and the net additional operating cost per passenger beyond
the average passenger fare (subsidy per passenger boarding).

Targets for all SunLine services are 20 percent farebox recovery and a maximum {£$5-00)
subsidy per passenger boarding. Rather than setting different standards by type of
service, a system--wide standard is established based on a reasonable cost of providing
service. Lines that do not meet these minimum standards are not cost -effective for
SunLine to operate. Prior to eliminating service, SunLine sheuld-attempts to identify
partners to provide funding subsidies to maintain low-performing services. The formulas
for calculating farebox recovery and subsidy per passenger are below:

Passenger fare revenue

, = Farebox recovery
Operating cost

(Passenger fare revenue — operating cost

= Subsid boardi
Passenger boardings ) ubsidy per passenger boarding

16
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Table 36 below sets out targets for cost recovery and subsidy per ride at the overall transit
line level. These measures should be reperted-reviewed en-annualyyquarterly.

Urban Lines 14, 30, and 111 >>=16%15%
<<=$5.00%$4-00
Local Lines 15, 20, 24, 32, 53, 54, 70, 80, 81, 90, 91, >>=12%10%
and 95 <<=$5.00%$6-00
Commuter Link Service — 220 >=>20%10%
<=<$5.00$25-79

2.3 Service Quality Standards
Service quality standards contribute to the reliability and consistency of the delivery of transit

service. While riders are attracted to transit service based on frequency and span, they
continue to use services because they can reliably get to their destinations on--time.
Unreliable service often resulis in decreaseds i—+ridership. Service quality standards are
proposed to be measured using the following operational and passenger experience
metrics:

Service Scheduled Speed

On-Time Performance (service reliability)

Percent Service Delivered (service reliability)

Miles between Service Interruption (service reliability)
Load Standards (service comfort)

Average fleet age (service comfort)

Bus deployment policy

Each suggested metric is discussed in more detail below.

Service Scheduled Speed: MFhis-KPl-measures a routes scheduled service speed-as

scheduled. The measure is calculated by dividing scheduled revenue in-service-hours by
revenue miles for each route. This KP| measure-is-impertant-te-be-monitorsed as-services
needed to malntaln reasonable speed to retaln and grow rldershlp Ipana%sysfeemswpreauy

Table 47 below shows target performance for SunLine’s transit system. SunLine’s schedule
average service speed standard is 12.5 miles per hour (MPH). Fhe-system-is—actuaty

17
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currently—operating—at—above—13-MPH-in—scheduled—speed—It operates in a relatively

uncongested environment, and this speed is expected to be maintained.

Through significant efforts to optimize existing operations with better service frequencies
and removing causes of delay, bus service scheduled speeds may increase. This measure
will require ongoing improvement over time to maintain and improve performance.

Table 4 — Service Scheduled Service

Speed Speed - Service Speed - Weekends
Weekdays

Service Mode
Fixed-Route Bus 12.5 MPH 12.5 MPH

On-Time Performance: This KPI measures service reliability as defined by adherence to
the published service schedule. “On-time” is when a trip departs a time-point within a range
of zero minutes early to five minutes late. In order to achieve targeted on-time performance,
service running times need to be calibrated regularly based on existing conditions. SunLine
has a relatively uncongested operating environment, which helps support a high KPI for on-
time performance. The on-time performance target is 85% for all services.

The biggest impact for on-time performance is route detours. AlHeealroutesmeetthis
measure-how-excepting-periods-of detoursand-Tthe target of 85% is consistent with

those adopted by peer systems with automated measuring tools (automatic vehicle
location-efAVLE (AVL) equipment).

Table 5 — On-Time
Performance On-Time Performance
Standard

Service Mode
Fixed Route Bus 85% (excepting major detours)

Percent Service Completed: This KPI measures service reliability as defined by
percentage of trips completed daily. There are three components necessary in order to

Mmeasureing completed trips: tr-orderto-meetthe-service-delivery-target-which-ismeasured
St pomnaleles oo oo gl ol oo coprno e o

e 100 percent daily availability of both operators and fleet to meet service demands

o High-fleetreliabilityMiles between sService itnterruptions

18
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e Timely response to service interruptions (less than half an hour)

eensstenﬂy—meets—taFget—The target IS conS|stent with that adopted by peer systems

Table 6 — Percentage of
Service Completed Service Completed
Minimum Standard
Service Mode
Fixed Route Bus 99%

Miles Between Service Interruptions: This KPlI measures service reliability as defined by
revenue miles between service interruptions, regardless of cause. SunLine’s standard is
10,000 miles. This measurement also includes bus exchanges where buses are swapped
out in service though service is often not interrupted. To meet this targetstandard, both
avoidance of service interruptions through early identification (e.g., planning for detours,
proper fleet maintenance, eic.) and timely as well asand proactive_response to service

interruptions-.that do occur with trips filled promptly are necessary.

Table 7 — Miles Between
Service Interruptions Target Minimum Miles Between Service Interruptions
(Road Calls)

Service Mode
Fixed Route Bus 105,000

Load Standards: This service quality KPI establishes load standards for various vehicle

types and is measured for each trip operated. While it may be acceptable for some riders
to stand for short distances or time periods (e.g. under 2 miles_and/or; 10 minutes) during
peak periods, it is generally accepted that seating should be available for all riders during
normal off-peak conditions.

Table 8 — Load Standards

Maximum Consistent Load Factor

Service Period
Peak Average over 133% of seated load = 50 passengers
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| Off Peak Average 100% of seated load = 38 passengers |

Any vehicle operating at high_-speeds on highways_(e.q., Routes 20, 91, 95, and 220)

requires all passengers to be seated, reducing the maximum load on these services to 100
percent of seated capacity. Seane—Gemme{epEWe%Z@%—Rwe#ade—apmls—eme—dees—net

Average Fleet Age: The age of the vehicle fleet affects performance and reliability of transit
services and—attraction—ofcustomersas well as system attractiveness to customers.
SunLine’s standard for average fleet age is no greater than 10 years. Adhering to the
average fleet age requirement-standard will help ensure a censistent-safe-reliable; and
comfortable passenger experlence iFh4s—measu¥e—sheuld—le&Feelueeel—irem—theeu#em—teﬂ

Table 9 - Vehicle Average
Age
Standard Transit Bus No greater than 10 years

Average Fleet Age

Bus Deployment Policy

Bus deployment specifies the type of vehicle that should be used to operate individual
routes. The type of vehicle deployed on a route depends primarily on ridership demand and
trip loads. Using incorrectly sized vehicles on routes can unnecessarily add operating cost
to a route or result in overcrowdlnq |ssues

Key-Urban Lines 14, 30, and 111 {21 peak buses-deployed-each-day) shouldal utilize the
New—Flyer—fleet {(579-594,—601-621)-40-foot” buses due to their—high passenger

volumes/turnover, frequent stops, and route gradients {Line-14)-in order to maintain reliable
and on-time service.

Local Lines should use either 40-foot: or 32-foot? buses based on ridership demand. Routes

with lower demand fer-should use 32:-foot buses because-they-are bestsuitedforroutes-to
meet the demands of with-lower ridership and having fewer seats will not result in load or

overcrowdlnq Issues. Eeeal—eemmenﬁy—kne—bus—as&gnmems—and—any—seheel—mpe#
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Urban Lines 40’ buses
Local Lines 32 or 40’ buses depending on ridership demand
Commuter Link 40’ buses

SunLine will review the Bus Deployment Policy every two years beqginning in 2016 and make
necessary adjustments as the fleet is updated and to ensure compliance with Title VI
requirements.

21
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5. Sepvee-Warrants Standards

Service-Wwarrants Standards -provide a way to determine which areas within the large
service area will have both the passenger demand and performance potential to produce
cost-effective fixed-route transit service. In order to ensure the financial sustainability of the
agency, SunLine should only introduce new services that perform at or above the current
system average. Planning new services around these guidelines will help ensure successful
performance of new routes. Providing a set of guidelines for which areas warrant all-day
fixed-route service will help SunLine respond to future community requests for new service.

Network Role

New services should be evaluated for their place in the overall transit network. Each new
route in the network will have a unique role, whether it is facilitating transfers with existing
services, introducing service coverage to a recent development, or providing connections
between current routes and major destinations. While successful new routes connect with
existing services, they should not duplicate existing service or compete for passengers.

Market Opportunities

There is a strong correlation between service performance,-and surrounding population and
employment densities; the more people with access to a route, the higher the route’s
ridership. Population-dense areas tend to coincide with mixed-use neighborhoods, walkable
environments and higher populations of transit-friendly constituencies such as students,
seniors, zero-vehicle households, and low-income populations.

The minimum population and employment density for the introduction of new all-day fixed -
route transit service is an average of 10 people/jobs per acre within a half mile of the
proposed route.

Sum of population and jobs Within%mile of route

>=10
Sum of population and employment acres within%mile of route

At densities over this minimum threshold, transit has the opportunity to play a meaningful
role in public mobility. Areas with densities below this minimum threshold are not considered
supportive of fixed -route service and should not be subjected to further analysis. Areas in
this category that have unmet needs may be served by alternative options to fixed -route
service.

Unmet Mobility Needs
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SunLine should strongly consider the mobility needs of transit -dependent populations when
evaluating where to operate service. In assessing the area’s demand for transit service, it
is important to examine the presence of these demographic groups and identify any present
unmet needs.

POPULATION AND
EMPLOYMENT DENSITY
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Key Destinations

Key destinations likely to generate higher demand for transit service include major area
school, colleges, universities, hospitals, retail/commercial/entertainment centers with more
than eight jobs per acre, and open residential communities (not gated)-heme to those with
relatively lower income and vehicle ownership levels.

Evaluating New Services

New services should be implemented on weekdays only and operate between 6:00 AM and
7:00 PM. Once a new line has been implemented, it should be closely monitored to
determine whether it is reaching its desired performance standards. The line should first be
evaluated after six months to determine whether it meets more than two-thirds (2/3) of its
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performance standards. New services not meeting the minimum standards at the end of an
18-24-month trial period are subject to corrective action or discontinuation.

In some cases, trial periods for new services may vary based on the requirements of grant
funding. For example, if a grant provided three years of funding for a route that did not meet
standards, this route would still be operated for the full three-year period.

3. Definition-SignificantMajor _Service Change

According to the provisions of the Title VI of the Civil Rights Act of 1964, (FTA C4702.1B),
no person in the United States shall, on the grounds of race, color, or national origin, be
excluded from, be denied the benefits of, or be subjected to discrimination under any
program or activity receiving federal financial assistance.

To comply with FTA C 4702.1B, SunLine haswill implemented the following policy regarding
the Title VI Analysis of proposed impacted routes and/or schedule changes prior to the
implementation of any significant service changes or fare increases.

A mandated sService c€hange (ATFULoecall277 CBA March-31-2016)-occurs no more
than three times a year, unless necessitated by service adjustments and/or other
operational requirements. -A major service change is defined by SunLine as any permanent
service change (6 months or longer duration) of 25% or more in revenue hours and/or
revenue miles, span of service, or alignment miles for a given route or the network overall
for any day type (weekday, Saturday, Sunday, and Holiday). Such changes require a public
hearing and SunLine Board approval before implementation.

unkine as:

Under Title VI requirements, SunLine also identifies a Disparate Impact Policy and
Disproportionate Burden Policy to ensure low-income and minority populations are not
adversely affected by service changes.
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e Disparate Impact Policy: A disparate impact occurs when the impact of proposed
service or fare changes to minority populations is 20% greater than the impact to
non-minority populations.

e Disproportionate Burden Policy: A disproportionate burden occurs when the impact
of proposed service or fare changes to low-income populations is 20% greater than
the impact to non-low-income populations.

4. Reporting and Management-of-Service-Standards

To monitor KPIs adequately, data will be reviewed monthly or quarterly, as most
appropriate. The Board of Directors will receive an annual summaryperformance report in
December.

All services will be monitored for adherence to the productivity, farebox recovery, and
subsidy per passenger perdormance-metrics-and are divided into three three-tiers based on
theirperformance:

e High-performing service: performs at or above 125% of the tier productivity standard

e Average-performing service: performs between 76%-124% of the tier productivity
standard

e Low-performing service: performs at or below 75% of the tier productivity standard

High-Performing Service - Green (125% or higher of tier standard)

Lines with high performance suggest the need for greater investment, as high performance
may signal the presence of significant latent demand. This category of services constitutes
the top-performing tier of the entire SunLine system. It is very important to maintain a high-
quality level of service as well as to continue further investment. Creating standards for
high-performing service prioritizes investment in the core system. Upgrading high-
performing lines directs investment where it will be most effective.

The primary form of investment is in service frequency. Increasing frequency will prevent
overcrowding on popular routes and make the service more attractive to a wider pool of
potential customers. It will make the service more convenient for both current and future
riders. Another investment is providing enhanced high-quality features along the route. Bus
bulbs, bus-only lanes, and transit signal priority are all methods for decreasing delay and
travel time along a route and improving the customer experience. Upgrading amenities at
bus stops also makes services more attractive to riders and enhances the branding of
SunLine services. All of these investments make buses more competitive with automobile
travel.

Average-Performing Services- Yellow (76%-124% of tier standard)

Services in this category are adequately fulfilling their roles in the transit network, and no
corrective_action is required. These routes will be monitored on _an ongoing basis to
determine how their performance changes over time. While Green tier services should be
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prioritized for service investment, the same investment strategies can be applied to the
Yellow tier services to improve system performance.

Low-Performing Services - Red (75% or below of tier standard)

Low-performing services indicate ridership demand is not high enough to justify the amount
of resources being invested. Since SunLine works within the constraints of limited
resources, it is important the use of each route is being maximized. Corrective Action Plans
for low-performing services are designed to help improve performance to justify the level of
resource investment. For productivity, lines will be considered to be “low-performing” if it
does not reach 75% of the performance target for its tier. For the farebox and subsidy
standards, the line must exceed the minimum threshold.

Corrective Action Plan

The Corrective Action Plan will examine the routing, schedule, route segments, and span
of service in order to diagnose weaknesses in the route’s current operations. Using the
information gathered, SunLine will develop a Corrective Action Plan for improving
performance which will be implemented in the next feasible service change given the
limitations in place regarding public process, public hearing (if required), and annual service
change calendar. Areas of consideration follow:

e Segment-Level Analysis: A segment-level analysis may highlight a specific portion
of the line that limits overall performance, causing it to perform below the standard
for its tier. If a low-performing segment is identified, it can be modified in an attempt
to raise the productivity of the route as a whole.

e Operational Analysis: Realigning service to cover only critical segments or
eliminating unnecessary delay (e.g. deviations) are ways to reduce travel time and
save resources, thereby raising performance levels while retaining ridership.

e Change in Service Levels: Adjusting the service levels of a low-performing route (e.q.
—by any combination of frequency, span, or day of week changes)— may help tailor
the transit product to its market, and subsequently increase productivity.

e Cost-Sharing: Exploring cost-sharing or public-private partnerships can reduce the
amount of subsidy required to operate low-performing services. This is applicable for
services that do not meet minimum_ performance standards yet serve a needed
identified by businesses, schools, attractions, or other organizations that may be
willing to assist with funding operations in order to continue service.

e Targeted Marketing: Marketing tactics can help raise the public awareness of a
service in need of improvement. Poor ridership may be a result of a lack of public
knowledge of a route -and investing in marketing can help reverse this trend. This is
especially the case for targeted market groups like employment centers, shopping
districts, schools, hospital, agencies, and other major destinations.

e Rider Outreach: Onboard surveys and rider interviews are methods for gaining
valuable information on how a route can be improved. These methods can reveal
information about popular destinations that a route may bypass; or other aspects of
a service that may be holding back ridership growth.
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Consequences/Outcomes

Once a Corrective Action Plan is implemented the route must exceed “low-performing” in
two of the three performance metrics for at least one quarter within the first three successive
quarters or face further action which may include line elimination.- If a route meets the
expectations, the process of the Corrective Action Plan will be deemed concluded.
Subsequent low performance will be reviewed as a new event.

In the event the corrective actions are unsuccessful in raising at least two of the metrics
(productivity, farebox recovery, or subsidy per passenger) to above “low-performing” after
Six_consecutive quarters, discontinuation may be necessary to ensure effective use of
agency resources.

Approved:

Lauren SkiverReger-Sneble
CEO/Interim General Manager
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