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Retain Ridership

Attract Ridership

Baseline for Growth
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Presentation will focus on
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How does staffing impact reliability?

Every Bus Needs a Driver
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No Driver=No Service

What Staffing Challenges did WRTA face?
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Missed Trips

WRTA Service Standards Establish that missed trips should exceed 
0.5% of all scheduled trips for any given month
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How did these staffing impacts effect service?

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

Completed 
Trips

96%

Missed Trips
4%

Completed Versus Missed Trips (July 2023)

Completed Trips Missed Trips
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How did WRTA address these challenges?

COVID-19 

Impacted Hiring 
Across All 

Sectors

Changed Approach to Hiring Process

1. Contractor change to Continuous Hiring 

Process

2. Contractor established new partnerships 

(CDL “headhunters”, local agencies, 
schools)

3. Increased Advertising 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

PFMLA
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How did WRTA address these challenges?

Part Time CDL

Budget allowed for 94 Full Time and 16 part Time

Individuals with 

CDL not 
interested in part 

time work
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How did WRTA address these challenges?

Part Time CDL

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

Individuals with 

CDL not 
interested in part 

time work

Vacant Part Time left a gap of
224 Hours/Week
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How did WRTA address these challenges?

Part Time CDL

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

Individuals with 

CDL not 
interested in part 

time work

Vacant Part Time left a gap of
224 Hours/Week
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How did WRTA these changes impact missed trips?

Vacant Part Time left a gap of
224 Hours/Week
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any Month
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Missed Trips 
percentage in excess 
of standard due to 

COVID & PFMLA
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Percentage of Missed Tirp by Month

Missed Trip Standard

Missed Trips begin 
to decline and dip 

below 0.5% for 
much of FY25
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Exceed 111 Full Time 
Drivers for First Time 

since prior to 
pandemic
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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?
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Clark University

Depart 8:10 AM

8:09

8:10
8:11

8:12
8:13
8:14

8:15
8:16

8:17
8:18
8:19

8:08

8:20

On Time

Late

Late

Example of How 

Rules Were applied
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Best Practices

An Industry best practice is to measure OTP at 
time point but instead should be measured at no 

more than 1 minute early, or up to 5 minutes
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Clark University

Depart 8:10 AM

8:09

8:10
8:11

8:12
8:13
8:14

8:08

8:15

On Time

Late

Late

Example of How New 

Rule Applied
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Implemented the OTP new rule for January 2024
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25%

How Much Did it decrease?
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Indicates that 25% of trips were departing timepoints 
between 5-9 minutes after the scheduled departure time

What does the Decrease represent?
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With this reduction in OTP what did 
WRTA do?
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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?

Provided one years worth of Raw 
AVL Data

Goal was to Achieve 80% On Time 
System Wide

Worked with 
Contractor and 

Vendor
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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

4 Public Meetings
4 Table Sessions

1 Virtual Public Meeting

Board Approved Public 
Meetings
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With this reduction in OTP 
what did WRTA do?

4 Public & 1 Virtual Meetings-
40 Comments

4 Table Sessions-72 Comments

Dedicated email address-
10 Comments
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With this reduction in OTP 
what did WRTA do?

Board Approved Changes in 
February 2025

Reliability Improvements
April 2025

Full Friday Service Returned
Fall 2025
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Has OTP Improved?

Changes Surpassed the major 
service change criteria per 

WRTA Title Vi Plan
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Has OTP Improved?

YES!

Changes Surpassed the major 
service change criteria per 

WRTA Title Vi Plan
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Has OTP Improved?

But there is room for 
improvement

Changes Surpassed the major 
service change criteria per 

WRTA Title Vi Plan
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Changes Surpassed the major 
service change criteria per 

WRTA Title Vi Plan

79% 77%

53% 53%

65%
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Change

FY24 (After Measurement Change) FY25 (Before service changes) OTP Since Service Change

On Time Performance Before and After measurement Change and 

Service Change



MeasuresReliability

What Steps are Planned to 
Continue OTP Improvements?

Changes Surpassed the major 
service change criteria per 

WRTA Title Vi Plan
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Address 

Afternoon 
Challenges

Bus Stop Study 

and Timepoint
Analysis
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Continuous and Ongoing



Josh Rickman

Administrator
WRTA

Thank You
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