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Ve 2024 Customer Satisfaction Results

Overall WRTA experience (n =507) e S . C
Bus Driver friendliness (n = 506) GGG 1 2
Bus Driver's ability to answer questions (n =500) I 2.2
Bus Driver's driving (n =503) I, 3.2
Buses arrive on time (n = 509) I .7
Notification of service changes (n = 488) IIIIIIENEEEEEEE———————_ .5
Cleanliness of the bus shelters (n = 450) IEEEEEEEEEEEEEEEEEE—————— .0
Cleanliness of the Hub (n =508) I 5.1
Cleanliness of the bus (n =520) I 2.0
Personal safety at the bus stop (n =513) I 3./
Personal safety at the Hub (n = 515) I .1
Personal safety on the bus (n =529) I 53

1.0 15 2.0 2.5 3.0 3.5 4.0
Poor Excellent
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| / 2024 Customer Satisfaction Results

Buses arrive on time (n = 509) I .7

1.0 15 2.0 2.5 3.0 3.5 4.0
Poor Excellent
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Calling All Riders!

RIDER’S
FORUM

Join us Wednesday, July 10" from 11am - 2pm on
the platform to share your feedback with WRTA staff —\NNRIR
and learn more about upcoming initiatives. For more

information, visit: bit.ly/WRTAnews Westsae Relonal T,a,,si;%my
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Presentation will focus on

@ |

On-Time
Performance

Staffing




How does staffing impact reliability ?

Every Bus Needs a Driver

Yol Jo el Y=l Beay e
P e s f s s




How does staffing impact reliability ?

No Driver=No Service
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What Staffing Challenges did WRTA face?




What Staffing Challenges did WRTA face?

COVID-19
Impacted Hiring

Across All
hY=Yeq (o] £




What Staffing Challenges did WRTA face?

COVID-19 P\
Impacted Hiring s an (B
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What Staffing Challenges did WRTA face?

COVID-19
Impacted Hiring
Across All
Sectors

Individuals with
CDL not
interested in part
time work




How did these staffing impacts effect service?

Missed Trips




Reliability

How did these staffing impacts effect service?

-

b

WRTA Service Standards Establish that
missed frips should exceed 0.5% of all
scheduled trips for any given month

~

.




Reliability Measures

How did these staffing impacts effect service?

/ Completed Versus Missed Trips (July 2023) \

Missed Trips
4%

Completed
Trips

926%
\ m Completed Trips = Missed Trips /
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How did these staffing impacts effect service?

Missed Trip Percentage July 2021-July 2023

4.50%
4.00%
3.50%
3.00%
2.50%
2.00%
1.50%
1.00%
0.50%

0.00%
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How did WRTA address these challenges?

o —

COVID-19
Impacted Hiring
Across All
Sectors

Individuals with
CDL not
interested in part
time work
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How did WRTA address these challenges?

COVID-19 Changed Approach to Hiring Process

Impacted Hiring 1. Confiractor change to Continuous Hiring

Process

Across All
hY=Yeq (o] £

2. Coniractor established new partnerships
(CDL “headhunters”, local agencies,
schools)

3. Increased Adverlising for job opportunities
(onboard buses, RMV, job fairs, etc.)
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How did WRTA address these challenges?

PFMLA

1. Directed Contractor to develop new
“person power” calculator that adjusted
for needs created through PFMLA

2. Resulted in increase need of report or
standby drivers




How did WRTA address these challenges?

Individuals with Part Time CDL
: R nf)t Budget allowed for 94 Full Time and 16 part Time
interested in part
fime work

rreterenene




How did WRTA address these challenges?

Individuals with Part Time CDL
CDL not :
: : Of the 16 part timers, 8 were vacant
interested in part
fime work

rreterenene




How did WRTA address these challenges?

Part Time CDL

Individuals with
CDL not
interested in part
fime work

Of the 16 part fimers, 8 were vacant




How did WRTA address these challenges?

Individuals with
CDL not
interested in part
fime work

8 Filled Part Time Completed 224 Hours/week

8 Vacant Part Time left gap of 224 hours/week

Filled Part Time Vacant Part Time




How did WRTA address these challenges?

Individuals with
CDL not
interested in part
fime work

8 Filled Part Time Completed 224 Hours/week

8 Vacant Part Time left gap of 224 hours/week




How did WRTA address these challenges?

Part Time CDL

Individuals with
CDL not
interested in part
fime work

However, if all made Full Time, it would increase
hours for the system by 500+ per week




How did WRTA address these challenges?

Part Time CDL

Individuals with
CDL not
interested in part
fime work

Advisory Board Approved Part Time to Full Time
Budget Change in February of 2024




How did WRTA these changes impact missed trips?
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Missed Trips Percentage from July FY23 to September of FY26

4.50%

4005 -8-Percentage of
Missed Tirp by
3.50% Month
—Missed Trip
o Standard
£
3 2.50%
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0.50%
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Missed Trips Percentage from July FY23 to September of FY26

Qr 4.50%

== Percentage of Missed Tirp by Month

4.00%
e Missed Trip Standard

3.50%

Missed Trips

3.00% Percentage should

not exceed 0.5% for
any Month

2.50%

2.00%

Percent Missed Tirps

1.50%

1.00%
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Missed Trips Percentage from July FY23 to September of FY26

Qr 4.50%

== Percentage of Missed Tirp by Month

4.00%
e Missed Trip Standard

3.50%

Missed Trips
3.00% percentage in excess

of standard due to
COVID & PFMLA

2.50%

2.00%

Percent Missed Tirps

1.50%

1.00%
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Missed Trips Percentage from July FY23 to September of FY26

Qp 4.50%
== Percentage of Missed Tirp by Month
oo e Missed Trip Standard
3.50%
7 oo Board Approved
g Budget Change went
% 2.50% into effect
§
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1.00%
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Qp 4.50%
4.00%
3.50%
3.00%
2.50%

2.00%

Percent Missed Tirps

1.50%

1.00%

0.50%

Reliability
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Missed Trips Percentage from July FY23 to September of FY26

M |Ssed Trl ps begin == Percentage of Missed Tirp by Month
to dec|ine and d|p = Missed Trip Standard

below 0.5% for
much of FY25
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Missed Trips Percentage from July FY23 to September of FY26

Qp 4.50%
EXCEEd 111 FU” Tlme =@ Percentage of Missed Tirp by Month
4.00% Drivers for First Time —— Missed Trip Standard
. since prior to
pandemic
3.00%
.&
3 2.50%
§
‘g‘ 2.00%
1.50%
1.00%
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On-Time
Performance
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Reliability Measures

Background

As of 2023 WRTA reported On Time Performance
as high 70% to low 80% System wide
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How was it measured?

« Bus was tracked using a CAD/AVL System

* Bus was considered on time as long as it
departed a timepoint no earlier than 1 minute
early or up to 10 minutes late
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What is a timepoint?

UNION STATION HUB - Goddard Dr (Weekdays) via Main St

SNOW ROUTE:
Goddard/Coppage Dr bound
trips end here when snow
route is in effect.

No service along Goddard Dr.

Fedéral
Building/

U.5. Courthouse City Hall

YMCA
Central Branch

Jacob Hiatt
Magnet School

Station
HUB

— Route 19

@' Routa Numiber
== Connecting Route

@ Connecting Route Numbser

Legend

» Point of Interest A

N

Ses Schedule for Times

1in =0 miles
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Example of How

Rules Were applied

Clark University
Depart 8:10 AM
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Best Practlices

An Industry best practice is o measure OTP at

time point but instead should be measured at no
more than 1 minute early, or up to 5 minutes




Reliability Measures

Example of How New

Rule Applied

Clark University
Depart 8:10 AM

On Time
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Implemented the OTP new rule for January 2024
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What Happened to OTP?
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What Happened to OTP?
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How Much Did it decrease?

25%
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What does the Decrease represent?

Indicates that 25% of trips were departing timepoints
between 5-9 minutes after the scheduled departure time
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On Time Performance Before and After Measurement Change
90.0%

80.0% Lol 76.6%
53.2%

FY23 OTP FY24 OTP (before Measure FY24 OTP (After Measure
Change) Change)

70.0%
60.0%
50.0%
40.0%
30.0%
20.0%
10.0%

0.0%
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With this reduction in OTP what did

WRTA do?




Reliability Measures

With this reduction in OTP what did
WRTA do?

Began Study on

improving On-Time
Performance
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With this reduction in OTP what did
WRTA do?

Worked with . ,
Contractor and CSched

Vendor
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With this reduction in OTP what did
WRTA do?

Provided one years worth of Raw

Worked with AVL Data

Contractor and
Vendor

Goal was to Achieve 80% On Time
System Wide
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With this reduction in OTP
what did WRTA do?

Changes surpassed the major

service change criteria per
WRTA Title Vi Plan

Board Approved Public
Meetings

CHANGES

WRTA is proposing a series of schedule changes to improve
the reliability and on-time performance of the bus service.

Why is WRTA Recommending Changing the Schedules

* One of the main complaints received by WRTA is that
buses are running late, and are not on-fime.

* WRTA buses were on-time an average of 1% from July
2023 through June 2024.

* WRTA hears you! From the 2024 WRTA Customer Satisfaction Survey,
‘buses arriving on-time' received the lowest satisfaction rating — 2.7 out of 4.

* Changes in the schedules account for possible increases in traffic, population, and ridership.

How Can | Provide Feedback or Ask Questions?

« Visit the WRTA project website at (therta.com/schedule-changes) to see each of the proposed new schedules.
Flease note that the proposed schedule changes are not final until voted on by the WRTA Advisory Board at
their February 20, 2025 meeting.

* Attend one of the four public meetings planned in January (listed below).

» Speak directly with WRTA at an information session at the Central Hub between January 13th to the 24th (listed
below). Staff will be available fo answer any questions, or provide the ability fo send feedback.

» Send your comments directly to the WRTA via email: comments@therta.com

MEETING TYPE DATE TIME MEETING LOCATION TRAVEL BY WRTA ROUTE #
. " Tuesday 00 — 3+ Worcester Senior Center (Lunchroom)
Public Meefing #1 January 7 200 -3:30 PM 128 Providence Street, Worcester L
. . Thursday ’ X Boys & Girls Club of Worcester
Public Meeting #2 January 9 12:00—1:30 PM 65 Boys & Gifls Club Way, Worcester 825,19, 27,33
Public Meeting #3 Thursday 2:00 - 3:30 PM Worcester Public Library (Saxe Room) 2,3,6,7,19,27,31,33
January 16 3 Salem Square, Worcester
o o Wednesday » ’ Worcester Housing Authority
Huzle Vs i1 January 22 | 300~ 430PM 30 Plantation St., Worcester e
Tuesday . ’ WRTA Hub Lobby
Table Event #1 January 14 9:00 AM —5:00 PM 60 Foster Streetf, Worcester Al
Wednesday |, i WRTA Hub Lobby
eleia (e 42 January 15 | 10:00 AM - 6:00 PM 60 Foster Street, Worcester gl
Tuesday . _ & WRTA Hub Lobby
Table Event #3 January 21 :00 AM - 5:00 PM 60 Foster Street, Worcester Al
Thursday ] . WRTA Hub Lobby
LD B ) January 23 | 800 AM - 400 PM 40 Foster Street, Worcester Al
Virtual Public Meeting #1 | MOM99Y 1 500 pp — 6:30 PM Zoom
January 27
Iranslation
English: If this information is needed in another language, please visit www.iheria.com and use the Google Translate feature.
Se estai a0 6 aria em outroidioma, por faver visite www therto.com e use o Google Transiate.
Spanish: Si necesita esta informacién en ofro idioma, por favor visite www.therta.com y uliice Google Translate.
French: Si vous désirez ces renseignements dans une autre langue, priére de vous server de Google Translate qui se frouve a fadresse suivante: www.therta.com.
Polish: Jesii ta informacia jest pofrzebna winnym jezyku, prosze odwiedzié www.iherta.com i korzystaé z Google Translate funkcji.
Vienamese: Néu théng fin nay K can thigt trong mt ngén ngi khac, vui lang truy cip www.therta.com v sir dung céc finh ndng clia Google Translate.
Chinese
(Traditional): fnR(E B BB S R, herfa.com3

Kama unahitaji habar hii kafika nyingine lugha, unaweza kubonyeza mahali panaandikwa "Google Transiate” hapa juu.

=wRin
theRTA.COM/SCHEDULE-CHANGES Xatherta @) @thewRTA @ ehoponwrta
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CHANGES

WRTA is proposing a series of schedule changes to improve CELEBRATING 50 veang:
the reliability and on-time performance of the bus service. s

[} [ ] [ ] [ J
W I l l I S re u ‘ l I O n I n I P Why is WRTA Recommending Changing the Schedules
* One of the main complaints received by WRTA is that

buses are running late, and are not on-fime.

* WRTA buses were on-time an average of 1% from July
2023 through June 2024.

° .
P : * WRTA hears you! From the 2024 WRTA Customer Satisfaction Survey,
W a I o ) ‘buses arriving on-time' received the lowest satisfaction rating — 2.7 out of 4.
e * Changes in the schedules account for possible increases in traffic, population, and ridership.
How Can | Provide Feedback or Ask Questions?
« Visit the WRTA project website at (therta.com/schedule-changes) to see each of the proposed new schedules.
_ Flease note that the proposed schedule changes are not final until voted on by the WRTA Advisory Board at
= - . | their February 20, 2025 meeting.
* Attend one of the four public meetings planned in January (listed below).

[ ] [ ) [ ] * Speak directly with WRTA at an information session af the Central Hub between January 13th to the 24th (listed
below). Staff will be available fo answer any questions, or provide the ability fo send feedback.
- » Send your comments directly to the WRTA via email: comments@therta.com

MEETING TYPE DATE TIME MEETING LOCATION TRAVEL BY WRTA ROUTE #

E 4 N N Tuesday .00 _ 3+ Worcester Senior Center (Lunchroom)
3 Public Meefing #1 January 7 200 -3:30 PM 128 Providence Street, Worcester L
l ’ . . Thursday ’ X Boys & Girls Club of Worcester
O m m e n S Public Meeting #2 January 9 12:00—1:30 PM 65 Boys & Gifls Club Way, Worcester 825,19, 27,33
Public Meeting #3 Thursday 2:00 - 3:30 PM Worcester Public Library (Saxe Room) 2,3,6,7,19,27,31,33
January 16 3 Salem Square, Worcester
o o Wednesday » ’ Worcester Housing Authority
Huzle Vs i1 January 22 | 300~ 430PM 30 Plantation St., Worcester e
Tuesday . ’ WRTA Hub Lobby
Table Event #1 January 14 9:00 AM —5:00 PM 60 Foster Streetf, Worcester Al
Wednesday |, i WRTA Hub Lobby
eleia (e 42 January 15 | 10:00 AM - 6:00 PM 60 Foster Street, Worcester gl
Tuesday . _ & WRTA Hub Lobby
Table Event #3 January 21 :00 AM - 5:00 PM 60 Foster Street, Worcester Al
Thursday ] . WRTA Hub Lobby
LD B ) January 23 | 800 AM - 400 PM 40 Foster Street, Worcester Al
Virtual Public Meeting #1 | MON9SY 1 500 pr— 30 P Zoom
January 27
Iranslation
English: If this information is needed in another language, please visit www.iheria.com and use the Google Translate feature.
Se estai a0 6 aria em outroidioma, por faver visite www therto.com e use o Google Transiate.
Spanish: Si necesita esta informacién en ofro idioma, por favor visite www.therta.com y uliice Google Translate.

. . French: Si vous désirez ces renseignements dans une autre langue, priére de vous server de Google Translate qui se frouve al'adresse suivante: www.therta.com.
e I C a e e m a I a r e s S == Foluh: Jelito nformacia et pofrzebna winnym ezyku, prosze odwiedsié i hedo.com | korsstoé 2 Goodle Trondate funkes.
Vielnamese: N&u théng fin nay 1& can thigt frong mat ngdn ngit khdic, vui léng tuy cp www.therta.com vé st dung céc finh nding clia Google Translate.

Chinese
(Traditional): fnR(E B BB S R, herfa.com3

Kama unahitaji habar hii kafika nyingine lugha, unaweza kubonyeza mahali panaandikwa "Google Transiate” hapa juu.

=wRin
theRTA.COM/SCHEDULE-CHANGES Xatherta @) @thewRTA @ ehoponwrta

10 Comments
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With this reduction in OTP
what did WRTA do?

oard Approved Changes in
February 2025

L 4

Reliability Improvements
April 2025

Full Friday Service Returned

Fall 2025

CHANGES

WRTA is proposing a series of schedule changes to improve - CELEBRATING 50 veang:

the reliability and on-time performance of the bus service.

Why is WRTA Recommending Changing the Schedules

* One of the main complaints received by WRTA is that
buses are running late, and are not on-fime.

* WRTA buses were on-time an average of 1% from July
2023 through June 2024.

* WRTA hears you! From the 2024 WRTA Customer Satisfaction Survey,
‘buses arriving on-time' received the lowest satisfaction rating — 2.7 out of 4.

* Changes in the schedules account for possible increases in traffic, population, and ridership.

How Can | Provide Feedback or Ask Questions?

« Visit the WRTA project website at (therta.com/schedule-changes) to see each of the proposed new schedules.
Flease note that the proposed schedule changes are not final until voted on by the WRTA Advisory Board at
their February 20, 2025 meeting.

* Attend one of the four public meetings planned in January (listed below).

» Speak directly with WRTA at an information session at the Central Hub between January 13th to the 24th (listed
below). Staff will be available fo answer any questions, or provide the ability fo send feedback.

» Send your comments directly to the WRTA via email: comments@therta.com

MEETING TYPE DATE TIME MEETING LOCATION TRAVEL BY WRTA ROUTE #
. " Tuesday 00 — 3+ Worcester Senior Center (Lunchroom)
Public Meefing #1 January 7 200 -3:30 PM 128 Providence Street, Worcester L
. . Thursday ’ X Boys & Girls Club of Worcester
Public Meeting #2 January 9 12:00—1:30 PM 65 Boys & Gifls Club Way, Worcester 825,19, 27,33
Public Meeting #3 Thursday 2:00 - 3:30 PM Worcester Public Library (Saxe Room) 2,3,6,7,19,27,31,33
January 16 3 Salem Square, Worcester
o o Wednesday » ’ Worcester Housing Authority
Huzle Vs i1 January 22 | 300~ 430PM 30 Plantation St., Worcester e
Tuesday . ’ WRTA Hub Lobby
Table Event #1 January 14 9:00 AM —5:00 PM 60 Foster Streetf, Worcester Al
Wednesday |, i WRTA Hub Lobby
eleia (e 42 January 15 | 10:00 AM - 6:00 PM 60 Foster Street, Worcester gl
Tuesday . _ & WRTA Hub Lobby
Table Event #3 January 21 :00 AM - 5:00 PM 60 Foster Street, Worcester Al
Thursday ] . WRTA Hub Lobby
LD B ) January 23 | 800 AM - 400 PM 40 Foster Street, Worcester Al
Virtual Public Meeting #1 | MOM99Y 1 500 pp — 6:30 PM Zoom
January 27
Iranslation
English: If this information is needed in another language, please visit www.iheria.com and use the Google Translate feature.
Se estai a0 6 aria em outroidioma, por faver visite www therto.com e use o Google Transiate.
Spanish: Si necesita esta informacién en ofro idioma, por favor visite www.therta.com y uliice Google Translate.
French: Si vous désirez ces renseignements dans une autre langue, priére de vous server de Google Translate qui se frouve a fadresse suivante: www.therta.com.
Polish: Jesii ta informacia jest pofrzebna winnym jezyku, prosze odwiedzié www.iherta.com i korzystaé z Google Translate funkcji.
Vienamese: Néu théng fin nay K can thigt trong mt ngén ngi khac, vui lang truy cip www.therta.com v sir dung céc finh ndng clia Google Translate.
Chinese
(Traditional): fnR(E B BB S R, herfa.com3

Kama unahitaji habar hii kafika nyingine lugha, unaweza kubonyeza mahali panaandikwa "Google Transiate” hapa juu.

=wRin
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Has OTP Improved?
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Has OTP Improved?

YES!
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Has OTP Improved?

But there is room for
Improvement
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On Time Performance Before and After measurement Change and
Service Change

FY24 (Before OTP Measurment FY24 (After Measurement Change) FY25 (Before service changes) OTP Since Service Change
Change
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What Steps are Planned to
Continue OTP Improvements?




Reliability Measures

Address
Afternoon
Challenges
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Address Bus Stop Study
Afternoon and Timepoint
Challenges Analysis




Reliability Measures

z

Address Bus Stop Study New Tech
Afternoon and Timepoint and Strategy
Challenges Analysis




Staffing

On-Time
Performance
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On-Time

Staffing Performance

Continuous and Ongoing




-

Josh Rickman

Administrator
WRTA
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