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! Potomac and Rappahannack
*  Trensportation Commission

June 4, 2009
- TO: Chairman May and PRTC Commissioners

FROM: Eric Marx @u -
Director of Planning and Operations

Doris Chism )g}c/

Director of Customer Service and Dispatch

THROUGH: Alfred H. Harf /W
: Executive Direcior

SUBJECT: May System Performance and Ridership Report

OmniRide Express and Metro Direct Service

OmniRide ridership fell slightly in May compared to April. While a drop was anticipated,
in response to service reductions that took effect on the 11" the loss appears to be less
than management’s projections (predicted ridership loss was 162 trips per day whereas
actual loss is under 100). On a year-to-date basis, ridership is 26.8% higher than
budgeted (and 20% higher than the same eleven months a year earlier), though the
magnitude of the higher-than-budgeted numbers has clearly diminished.
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OmnilLink Local Bus Service

Local bus average daily ridership increased for the fourth straight month, though it
continues to lag the monthly totals from a year ago when spiking fuel prices resulted in
rapidly rising ridership. On a year-to-date basis, ridership (on weekdays) is 5.3% higher
than budgeted (and 2.9% higher than the same eleven months a year earlier), though it
has been lower than budgeted for the past five months.

OmniMatch Service

The number of “New PRTC Applications Processed for Ridesharing” increased slightly
for the third month in a row. The “Other Applications Processed” increased significantly
this month bringing the number of the applications processed back so if's on par
February/March totals. The number of maxi and mini vanpools has remained steady
for three months running with 92 and 34, respectively. The total number of passengers
transported (to and from) in vanpools during the month of April was approximately
54 640.

Potomac and Rappahannock Transportation Commission ¢ Sponsor of OmniRide and VRE ¢ 14700 Potomac Mills Road ¢ Woodbridge, VA 22192
Main Office: 703-583-PRTC(7782) ¢ Customer Info: 703-730-OMNI ¢ Toll Free: 888-730-OMNI ¢ Fax: 703-583-1377 ¢ hitp.//www.priciransit.org




OMNIRIDE EXPRESS SERVICE

Monthly Ridership Average Daily Ridership FY0? Budget | Change from

Month FYos FYO? FY08 FYO9 % Change Goal Goal
July 144,242 193,061 6,989 8,976 28.4% 6,584 2,392
August 156,823 182,189 6,883 8,781 27 6% 6,666 2,115
September 133,478 190,843 7,025 9,175 30.6% 6,744 2,231
October 157,477 201,075 7,106 | 2,104 28.1% 7,037 2,067
November 141,385 155,421 7,303 9,092 24.5% 6,857 2,235
December 121,944 163,588 7051 8,331 18.2% 6,373 1,958
January 154,360 161,305 7,294 8,817 20.9% 7,146 1,671
February 142,223 168,699 7,344 8,806 19.9% 7,292 1,514
March 160,942 187,511 7,739 8,855 14.4% 7,227 1,628
April 177,737 182,315 8,100 8,701 7 4% 7.218 1,483
May 170,109 170,703 8,216 8,633 5.1% 7.378 1,255
June

Year to Date 1,660,720 1,963,780

OMNIRIDE AVERAGE DAILY RIDERSHIP
COMPARED TO BUDGET GOAL
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Note: Due fo lag In ridership reporting, Initial monthly ridership is preliminary and is finalized the following month.
/07 - Avg. Daily Ridership excludes days after July 4 holiday (5, é). Ozone Action Days (9, 10}.

8/07 - Avg. Daily Ridership excludss Friday before Laker Day {31). OGzone Action Days {2, 3, 7, 8, 30).

10/07 - Avg. Daily Ridership excludes {8) - Columbus Day holiday and Waorld 8ank/IMF detours (22,

11/07 - Avg. Daily Ridership excludes Election Day(é} Veteran's Day <cslebraied> (12} and Thanksgiving Wed. & Fri. (21 & 23),
12/07 - Avg, Daily Ridership excludes ESP Xmas free lighting (), Xmas Eve (24], and week between Xmas & New Years (26-31).
1/08 - Avg. Daily Ridership excludes snowy day (17), MLK Day [21).

2/08 - Avg. Daily Ridership excludes ice day {12), day after {13), President's Day (18], snow/ice - ESP in AM (22},

2/08 - Avg, Daily Ridership excludes Good Friday (21).

4/08 - Avg. Daily Ridership excludes day of Papal Mass (17), Air Guality Action Free Ride Day (30).

5/08 - Avg. Daily Ridership excludes service threat day {12),

&/08 - Avg. Daily Ridership excludes downed tree cut off sve. past East Falls Mefro (4}, Air Quatity Action day (9).

8/08 - Avg. Daily Ridership excludes day before Labor Day weekend {29).

2/08 - Avg. Daily Ridership excludes ESP day for Pentagon memerial dedication (11},

10/08 - Avg. Daily Ridership excludes (10) World Bank/IMF detours and (13) Columbus Day holiday.

11/08 - Avg, Daily Ridership excludes election day (4], Vets. Day & day before {10, 11}, days before & after Thanksgiving (26, 28).
12/08 - Avg. Daily Ridership excludes ESP Xmas free lighting {4}, Xmas Eve (24}, and week between Xmas & New Years (26-31).
1/09 - Avg. Daily Ridership excludes day oft New Years MH (2], doy bef inaug/long w/e {16}, MLK (19), Inaug (20), day aft inaug (21), ESP [28)
2/09 - Avg. Daily Ridership exchides President's Day MH [14).

3/0% - Avg. Duaily Ridership excludes ESP day (2} and day following snow {3},

4/02 - Avg. Daily Ridership excludes Good Friclay {10},

5/0% - Avg. Daily Ridership excludes Fiday before Memorial Day (22}.




Customer Service Stalistics

Both the actual and daily average number of calls answered decreased slightly for the
month of May. Customer Service Agents (CSAs) answered a total of 9,718 calls in May
and maintained an average waiting time of just under one and a half minutes for
answered calls, a slight improvement over last month. '

Approximately 30 percent of the inbound calls in May were handled by the Interactive
Voice Response (IVR) system. This percentage has remained virtually unchanged for
the last four months. Once customers are able to schedule their own trips 24/7 we
believe this percentage will increase. Staff is continuing to work with the IVR vendor to
have critical adjustments/changes made to the software program before this
functionality can be implemented for the customers.

Both the actual number and percentage of OmnilLink trips turned down decreased
significantly this month. Management noticed a spike in the numbers from last month
so an analysis was conducted. We discovered a Customer Service Agent who needed
additional training in the manner in which to categorize a trip as a turn down. The
number of turn down this month are back to typical levels.

Passenger Complaints

Both the actual number and rate per 10,000 trips of OmniRide complaints increased
dramatically in May. The numbers more than doubled compared to last month and are
slightly higher than this time last year. This is attributed to the re-pairing of OmniRide
trips for the spring service change. The software program used to combine trips for
operator assignments, in some cases, did not allow enough time for the bus to travel
from the end of one route to the beginning of another, causing delays. Staff has worked
with First Transit management to resolve the issue however, before all of the “fixes”
could be implemented, the passengers’ patience had been pushed to the limit. As this
is being written, all of the inadequate travel times have been identified and corrected.
Staff compared the complaints received after this service change to previous service
changes over the last two years and if the complaints directly associated with the
inadequate travel time are removed, the number of remaining complaints is comparable
to the other service changes; in fact, slightly lower than the service change this past
falliwinter. Adjustments to the software program, as well as to the quality assurance
checks for operator assignments, are in the process of being made and will be in place
before the next service change.

Both the actual number and rate per 10,000 trips of OmnilLink complaints increased
slightly in May and are significantly lower than this time last year.

Please see the attached charts for complaint comparisons.

I'\Planning & Operations\Operations\Board Report\FY(09 Ridership Board Reporis\June Board Report - May Data.docx
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OMNILINK LOCAL SERVICE

WEEKDAY

Monthly Ridership Average Daily Ridership FY0? Budget| Change from
Month FYQs FYQ? FY08 FYO? % Change Goual Goal
July 79,048 92,487 3,765 4,237 12.5% 3,577 660
August 92,999 89,420 4043 4,286 6.0% 3,682 604
September 77,239 90,661 4,065 4,317 6.2% 3,718 599
October 85,886 96,172 3,771 4,217 11.8% 3,610 607
November 74,760 76,123 3,666 4,147 13.1% 3,655 492
Cecember 65,966 78,633 3,535 3,625 2.5% 3,443 182
January 72,084 463,097 3,385 3,247 -4.1% 3,469 (222)
February 66,713 66,824 3,352 3,384 1.0% 3,549 (165)
March 76,691 72,527 3,652 3,419 -6.4% 3,617 {198)
April 82,290 77,578 3,782 3,544 -6.3% 3,815 (271)
May 80,084 72,627 3,865 3,660 -5.3% 3,821 (161)
June
Year fo Date 853,740 876,149

OMNILINK AVERAGE WEEKDAY RIDERSHIP
COMPARED TO BUDGET GOALS
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Note: Due to lag in ridership reporfing, initial monihly ridership is preliminary and is finalized the following month.
7/07 - Ozone Action Days (9, 10).

8/07 - Ozone Action Days (2, 3, 7, 8, 30},

10/Q7 - Avg. Daily Ridership excludes (8} - Columbus Day Holiday.

11/07 - Avg. Daily Ridership excludes Vel's Day celebrated (12) and Thanksgiving Friday (23).

12/07 - Avg. Ddily Ridership excludes winter weather (5-6), days before & after Christmas {24 & 24}, New Year's Eve (31},

1/08 - Avg. Daily Ridership excludes snowy day (17) MLK Day {21}.

2/08 - Avg. Daily Ridership excludes ice day {12), day after |13}, President's Day (18], winter weather PM (20).snow/ice - ESP all day (22).
4/08 - Avg. Daily Ridership excludes Air Quality Action Free Ride Day [30).

5/08 - Avg. Daily Ridership excludes service threat day {12},

&/08 - Avg. Daily Ridership excludes Air Quality Acticn day ().

8/08 - Avg. Daily Ridership excludes day before Labor Day weekend {29).

9/08 - Route-level data not available ot fime of mesting -- will be provided ot November meeting.

10/08 - Avg. Daily Ridership excludss (13] Columbus Day holiday.

11/08 - Avg. Daily Ridership excludes Vets. Day (11) and days before & after Thanksgiving (26, 28).

12/08 - Avg. Daily Ridership excludes days before and after Christmas {24/26) and new Year's Eve {31},

1/09 - Avg. Daily Ridership excludss day oft New Years MH (2), day bef inaug/long w/e (16), MLK {19}, Inaug {26}, day oftinaug (21), weather {27), ESP (2
2/09 - Avg. Daily Ridership excludes Presideni's Day MH (16). :

3/09 - Avg. Daily Ridership excludes ESP day (2) and day following snow (3},

4/09 - Avg. Daily Ridership exc,udes Good Friday {10}.

5/09 - Avg. Daily Ridership excludes Tuesday after Memorict Day (26).




OMNILINK LOCAL SERVICE

SATURDAY
Average
Saturday
Monthly Ridership Average Saturday Ridership  |FY09 Budget| Change from

Month FY08 FYQ? FY08 FYO? % Change Goal Goal
July 5,519 4,905 1,380 1,226 -11.2% 1,477 {251)
August 5,795 6,914 1,449 1,383 -4.6% 1,542 {169)
September 7,603 4,790 1,521 1,386 -8.9% 1.632 (248)
October 5,483 5,758 1,371 1,440 5.0% 1,428 12
November 5,076 6,833 1,269 1,367 7.7% 1,582 (215)
December 6,670 5,088 1.334 1,272 -4,6% 1,542 (270)
January 5,253 5,894 1,313 1.234 -6.0% 1,483 (249)
February 5,384 4,827 1.346 1,207 -10.3% 1,434 (227)
March 6,556 4816 1,311 1,204 -8.2% 1,565 {361)
April 5,456 4,951 1,364 1,301 -4.6% 1,534 (233)
May 6,387 6,475 1,277 1,295 1.4% 1,574 (279)
June
Year to Date 1,399 | 98)

OMNILINK AVERAGE SATURDAY RIDERSHIP COMPARED
TO BUDGET GOAL

1,600
1,400 -
1200 1 F
1,000 | "
800 .

600
400 1
200

S W R S T S S . S | ST S - S S B S o P P
3 ) ) & o & $ & o O o> oF o £ ) @ L
$ & FF I W@ Y g FFFF T W
v 6\6 o & S & ¥oaY o & & &
% = @ = gr ¥
\% W
BBudgst Goal DAverage Saturday Ridership

Note: Due to lag in ridership reporting, initial monthly ridership is preliminary and is finalized the foliowing month.
8/07 - Avg. Saturday Ridership excludes Ozone Action Days (4, 25)

9/08 - Avg. Saturday Ridership excludes torrenfial rain day due to remnants of Tropical Storm Hanna (6}
1/09 - Ava. Saturday Ridership excludes MLK/inaug day weekend.

4709 - Avg. Saturday Ridership excludes day between Good Friday and Easter Sunday (11).
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Customer Service Department Monthly Service Totals

May April Change % Change
CALL ACTIVITY
General Information Calls 2,774 2,478 296 12
OmniLink Request Calls 6,944 7,699 -755 -10
Daily Average 389 391 -3 -1
Total Calls 9,718 10,177 -459 -5
RIDERSHIP
Off-route trips Scheduled:
One Time Trips 3,462 3,673 -211 -6
Standing Order Trips 2,327 2,510 -183 -7
Sub Total 5,789 - 6,183 -394 -6
Daily Average 232 238 -6 -3
Fixed Route: 73,313 76,346 -3,033 -4
Total Ridership*® 79,102 82,529 -3,427 -4
RIDER ACCOMODATIONS
Total Trip Turn Downs 136 241 -105 -44
% Of Trips Turned Down 2.30% 3.75% -1% -39

* - Includes Saturday ridership




6007 Feak Jepusies 10 souetoyiad 10j0enUod JUlIER[EAD

10] YJEUIUAq SU ST YOI STl [[BI2A0 §07 Jea4 TEPUSEd Syl 01 ISRAU0D UL 518p-01-1e34 24} 10J PUE (U0 JULIND SU) J0J $a1el Ay FULMOYS 30TAISS IPRJIIQ 10F S3je wejdwon

sy uredwon) sep-oi-1es § ARpuow oSeieay @ apey yurejdwol) AFBUOIN I3 W
g z & e
g g g z » = & E
00’0
007 Wu
g
00y mg
L]
009
Ao
ws o
[—]
o001 o
=
oozl B
00F1
23RIIAY A[IUOIA
0} patedwio)) sdray, (0001 1od ey yurefdwo)) IprYIuUWQ 6007
8L 689 EESLLE §[e)0} JBP-0}-1E€3 X <88 13 ¥ 1L£°608 §1€10) Aep-0)-1B3 X
IDqQUIada(T I9quIsda(]
IQUISAON IQUISAON
12903190 12qo10
Ioquialdag loquieidag
snany isngny
Amag Amg
sung ouny
R L61 €0L0LL AeN L1°01 €L1 601°0L1 Ao
09'¢ 901 S1€'681 udy 128 o1 LELLLT [udy
[4:3% It 115°L81 yorem 969 48! Tv6'091 goreN
8T9 901 669°891 ATeniqayq 8T6 CEl £TTTrL ATRNIgeg
8t°01 691 SOE191 Arenue( w6 0st 09€'%S1 Arenuef
sduuy yo1 1od | swerdwo) diysispry sduy yo1 Iod syaredwo)) diyszepny
spure[dwo)) ApRIuUI() AEP-01-183 X 6007 Iepus[e)) sparejduon) SpIgInUI() 31BP-01-183 X 007 JBPEI[ED




"6007T feak repusies 10] souetnopad 1010enU00 SUNERA[EAS
10] YISURIOUDQ D11 ST YDIYM Jel J[EI2A0 0T [294 Jepua[eo Sy 0} JSeuod Ul oep-03-18aK SU) JOF PUB YRUOWI JUSLING SU J0J S 21} BULmOUS 99IAISS MulTIuw() 10f sojer wure[duwo;)

oy (uredor) S1Ep-03-1es X AUl ofeleAy B

ey Juredwo) ARRUON @

1 1 g £ > . g £
= 2 g g = - = > = g
000
ool W
(-]
00T m=
(<]
0t
e
00t =]
[=]
ws =
=,
009 M
oG'L
age1aAe AJJuona
0} pateduiod sdriy, 000‘01 1od el yurefdwod JyuryruuwQ 6002
vo'p 9LI 919°6LE S[E10) EP-0}-183 X 87T°S S1T 868°90¥ 5§10} 9)BP-03-183 X
Ioqu2oa(] Jaqui=da(]
JOQUIDAON ISQUISAON
12qO1Q 1990190
1oquiaidag laquusldes
1sngny snany
Alng Ay
sung sung
S0f 23 T01°6L AN wL $9 1498 AeN
9L'E 1€ 67578 [udy 10°¢ it obLLB udy
8LF LE EFELL e Vs Lz LYT'E8 YoIeAl
Ly 43 169°1L Arenigoq $8°¢ 8z L60TL Areniqag
869 ¥ 16689 Argnue( 659 i< LEELL Arenuef
sduy o1 1od | spurepdwo) dryszopry sdup o[ ied | swreidwo) drysiopry

spurejduro)) yurqruwQ) 3ep-03-183 X 6007 JLpUsfe)

suredwo) JurpuauiQ) 91ep-0)-183 X 007 16pU[E)




Monthly Missed Trips
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Monthly Missed Strategics & Trips Served by Supervisor

9
8
7
6
g °
= 4
3
2
1
0
\\\@:\ 3\\(@' 3\5\\\ \)@{3‘ &Oe‘ \9\0@} &otzf‘
v & o d“G &
Months & < 9
i —_— 2008 —8— 2008 E
Quarterly Missed Srategics & Trips Served by Supervisor
g
£

Quarter

2008  m2009




Accidents

Monthly Total Accidents
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Monthly Preventable Accidents
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Monthly Preventable Accidents per 100,000 Miles
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