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Valley Transit Dashboard:

A measurement of Key Performance Indicators

OnTime
Performance

84%

Jan - June
2016

Target: 95%

Fixed Route Operating
Cost per Trip

$5.24

Jan -June
2016

Target: $5.20

Vehicle Accidents
per 100,000 Miles

Target: 0

Fixed Route Total Fixed Route Trips per
Passenger Trips Revenue Hour
509,036 17.1
Jan - June Jan -June
2016 2016
Target: 1M Target: 18.3
Complaints - Miles between
Fixed Route Road Calls

Target: 100 Target: 20,000

Complaints - Actual Expense to
Paratransit Budget YTD

Target: 15 Target: Same % as YTD

Valley Transit
= Connecting the Fox Cities




Measurement
period:
84% Jan — June 2016

Target: 95%

Valley Transit has already started to work on identifying issues
related to this performance indicator. Many of Valley Transit’s
routes were designed 20 years ago, when the volume of traffic
and level of transit use were very different.

Next Steps:
e Build plan with vendor to correct issues with reporting
software

¢ Create consistent time point expectations
Focus on specific routes that consistently have the
lowest on time performance. Analysis of the route to
determine factors causing the problem.
Change the route to get them back on time.

¢ Initial process should be completed by the end of 2016



Measurement
period:
509 036 Jan —June 2016

Target: 1,000,000

Fixed Route Total Passenger Trips
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Next Steps:

Enhance marketing efforts to encourage people to ride more
frequently. This will include highlighting the benefits of Valley
Transit prepaid tickets.

Continue to address On Time Performance issues.

Analysis of system to determine if there is a more effective or
efficient way to provide service.

Identify and address obstacles for riders.



Measurement
period:
Jan —June 2016

Target: 18.3

Next Steps:

Enhance marketing efforts to encourage people to ride more
frequently. This will include highlighting the benefits of Valley
Transit prepaid tickets.

Continue to address On Time Performance issues.

Analysis of system to determine if there is a more effective or
efficient way to provide service.

Identify and address rider issues.



Measurement
period:
Jan —June 2016

Target: $5.20

Next Steps:

Enhance marketing efforts to encourage people to ride more
frequently. This will include highlighting the benefits of Valley
Transit prepaid tickets.

Continue to address On Time Performance issues.

Analysis of system to determine if there is a more effective or
efficient way to provide service.

Analysis of major cost drivers to determine possible ways to
reduce cost without negatively affecting service to customers.



Measurement
period:
Jan —June 2016

Target: 100

* Due to issues with our tracking system, the
number also includes compliments and general
comments. See “next steps” for how this will be
addressed going forward.

Next Steps:

Review of target in relation to Wisconsin and national peer
averages and adjust accordingly.

Investigate new customer comment tracking system. Existing
program is cumbersome and doesn’t allow for tracking the
various types of customer comments received (complaints,
compliments, general comments, etc.).

Include additional measures to track response to complaints,
resolution and closure.

Analyze complaint content for trends and take appropriate
action.

Investigate target measure that better addresses volume of
complaints in relation to number of rides given (such as
complaints per 100,000 trips).



Measurement
period:
Year-end 2015

Target: 20,000

Next Steps:

e Analyze reasons for road calls and take appropriate action to
resolve system issues.

e Secure funding for fleet replacement plan.
Investigate and put in place procedure to record actual lost
service time due to mechanical issues.




Measurement
period:
Jan —June 2016

Target: O

Next Steps:

Review every incident with driver involved to discuss ways to
prevent in the future.

Analyze accident data and resolve system and/or individual
employee issues.

Increase safety awareness with employees and customers.
Review customer complaints to identify potential safety issues.
Create and implement safety plan.



Measurement
period:

Jan —June 2016
Target: 15

* Due to issues with our tracking system, the
number also includes compliments and general
comments. See “next steps” for how this will be
addressed going forward.

Next Steps:

Review of target in relation to Wisconsin and national peer
averages and adjust accordingly.

Investigate new customer comment tracking system. Existing
program is cumbersome and doesn’t allow for tracking the
various types of customer comments received (complaints,
compliments, general comments, etc.).

Include additional measures to track response to complaints,
resolution and closure.

Analyze complaint content for trends and take appropriate
action.

Investigate target measure that better addresses volume of
complaints in relation to number of rides given (such as
complaints per 100,000 trips).



Measurement
period:
Jan —June 2015

Target: Same
percent as YTD %

Next Steps:
¢ Investigate other measures of financial effectiveness and

efficiency.




