Service Delivery Review

Progress Charter Template

Service Level | Service Level Reduction

Opportunity:

Service Delivery
Review Action:

V Customer Service Enhancements

Reconsider the provision of transit services

Operating Efficiencies
ﬂ Performance Management

L A e R L (< -3 Unknown if operating expenses will increase, expected revenue increase.

Staff Accountable: Director, Public Works

What internal resources or groups are
required to complete this task?

Key Stakeholders

Internal staff: Transit administrative staff, Communications, Roads & Sewers
Transportation Advisory Committee
Accessibility Advisory Committee

Are there any Council decisions

Council Decisions required for implementation?

Council endorsed a one year pilot program in 2021 that commenced April 19.

2022 budget considerations included two new smaller buses. Data collected
throughout pilot will guide decision for appropriate size of vehicle and
minimum number of vehicles to provide a satisfactory level of service.
Proposed rate increase for cash fares and monthly passes was approved.

Date of Update: February 16, 2022

What resources do you require

Resources to complete this task?

Significant time for Director and Transit Administrator

Roads/Sewers staff for installation of signage

Communications for marketing

2022 budgeted contract with Century Transportation and RideCo.

2022 budget for additional smaller vehicle procurement

Budget for contactless payment smart card system (approved April 5, 2021)

What is the timeframe and steps thats are
required to move through this task?

Phase 1: April 19 to June 13 initial integration of on-demand transit pilot for
evenings and weekends

Phase 2: June 14 full integration of on-demand transit pilot for remainder of

one full year plus implementation of online payment system for transit passes
and contactless smart card system (date TBD).

Phase 3: Review of pilot outcome and recommendations for future service.
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Where are we now with

Status Update respect to completion?

Currently in Phase 3 of one year implementation plan where Staff are now reviewing the KPI's set at commencement of pilot. Rideco will be analysing peak ridership
times and determining number of vehicles/seats to provide optimum service keeping in mind that not all ride requests can always be met during peak times ie.
riders may have to adjust their pick up times to suit availability of buses or book further in advance (not always an instantaneous ride).

For the month of February, three small vehicles are being utilized for the on demand service to determine if the number of ride request failures can be reduced.
Since February 1, the failed searches have been reduced to less than 1% when previously they were at 6%. Three small buses is trending to provide a balanced level
of service without having buses waiting empty on standby or riders being denied their ideal pick up times. The three small buses are made up of the Town's Wheels
buses as well as the back up Wheels bus provided by Century. The Accessibility Advisory Committee will be consulted on March 1 on how the co-mingled service has
been working and to date their has been no negative feedback received.

Staff will continue to report to advisory committees and make adjustments and improvements to operations where possible.

Statistics for combined Wheels and Conventional services between June 14 and February 15:
-Average trip duration: 9.91 minutes

-Total completed rides: over 24,000

-Total completed passengers: 27,000

-Total shared rides: 13,000 (56% overall, 63% conventional, 21% Wheels)

-Average ride rating: 4.72

Monthly bus passes via smart cards has been implemented. Cards can be purchased as gifts and registered online to be topped up by credit card or can be reloaded
on board the bus with cash. Discounted monthly passes and blank-reloadable cards can be purchased and reloaded online, at Town facilities (just Victoria Hall for
now) in person, or over the phone. Blank-reloadable cards can be registered online for discounted monthly passes or a set number of rides (10 or 20). Passes
ordered online or by phone will be mailed, couriered or made available for customer pick up.
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