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Performance scorecard

TTC performance scorecard i March 2020

Key performance indicator Description Ir_naézzture Current Target gtl;:{]esnt Sggging Page
Safety and security
Lost-time injuries Injuries per 100 employees Q4 2019 5.37 4.77* e e 10
Customer injury incidents Lngl;rr)(;iirr]lgisdents per 1M Q4 2019 1.24 1.22* Q ° 12
gﬁg;e; sgai”St Offences per 1M boardings Q42019  0.68 1.00 (V] © 14
Offences against staff Offences per 100 employees Q4 2019 4.48 4.18 e e 15
Ridership
Ridership Monthly ridership Jan 2020 44.7TM 44.7M ° ° 16
Ridership Year-to-date ridership ZgﬁOJZr-:-)D 44.7TM 44.7TM ° @ 16

Ongoing trend indicators: ° Favourable o Mixed 9 Unfavourable . Not applicable
*Represents four-quarter average of actual results
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Latest Current  Ongoing

Key performance indicator Description measure Current Target status trend Page
PRESTO ridership Monthly ridership Jan 2020 40.0M 39.5M ° ° 18
PRESTO ridership Year-to-date ridership 2(()'£OJ;(;]I')D 40.0M 39.5M ° . 18
Wheel-Trans ridership Monthly ridership Jan 2020  341.3K  334.4K ¢ ¢ 20
Wheel-Trans ridership Year-to-date ridership 28?)0\];;)[) 341.3K  334.4K @ ¢ 20

Customer experience

Customer satisfaction Customer satisfaction score Q4 2019 81% 80% o ° 21
Subway services
1 E)_n-time performance  Scheduled headway _ Jan 2020 91.7% 90% ° 20
ine 1 performance at end terminals
(L)lgetern © performance igr}}g?nlifr?cge;dg\;%yterminals Jan 2020 96.2% 90% ° ° 23
(leﬂeu? © performance sgggg;ggczegdg]%yterminals Jan 2020 98.1% 90% ° ° 24
Ongoing trend indicators: ° Favourable .. ~ Mixed 9 Unfavourable . Not applicable

*Represents four-quarter average of actual results
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Latest Current  Ongoing

Key performance indicator Description measure Current Target status trend Page
Sgetlzln © performance Egzigrﬂ{::cge;dg\rﬁyterminals Jan 2020 99.6% 90% ° ° 25
1 Capacity Line 1 Trains-per-hour during peak Jan 2020 98.6% 96% ° ° 26
1 Capacity Bloor Station Trains-per-hour (8 a.m. to 9 Jan 2020 98.0% 96% ° ° 26
a.m.)

1 Csigfz%%ity St George ;rr?]i.r;s-per-hour (8a.m.t09 Jan 2020 98.8% 96% ° ° 26
e Capacity Line 2 Trains-per-hour during peak Jan 2020 98.7% 96% (v (v 27
e Capacity Line 3 Trains-per-hour during peak Jan 2020 99.3% 98% (v (v 28
0 Capacity Line 4 Trains-per-hour during peak Jan 2020 100% 98% (v (v 29

Amount of service ﬁ\;ﬁ\::?:dweekly service hours Jan 2020 10,;04 11,&31 6 ° 30

}I'/ir':;gii Sreliability gﬁgpe (SJIistance between Jan 2020 54&6}56 30%](;)00 ° ° 31

}r/ghtirc;ien;eliability gﬁjtpe (Szlistance between Jan 2020 76%5:,57 60%200 ° ° 32

Ongoing trend indicators: ° Favourable .. ~ Mixed 9 Unfavourable . Not applicable

*Represents four-quarter average of actual results
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Latest Current  Ongoing

Key performance indicator Description measure Current Target status trend Page
Service availability gg‘l'i'\}’efggrage service Jan2020  100% 100% o o 33
Subway cleanliness Audit score Q4 2019 90.1% 90% ° ° 34

Streetcar services
On-time performance gpr-rt]lirr:\aﬁsdepartures from end Jan 2020 76.9% 90% 6 ° 35
Short turns Monthly total short turns Jan 2020 75 1,074 ° ° 37
Amount of service Average weekly service hours  Jan 2020 19}? 02 19’#39 6 ° 38
Vehicle reliability LFLRV .

(Low-Floor Light Rail Mean distance between Jan 2020  °0:939 35,000 & @ 39
- failures km km

Vehicle) 1 Contractual

Vehicle reliability LFLRV .

(Low-Floor Light Rail Mean distance between Jan2020 22470 1pp 39
- : failures km

Vehicle) 1T Operational

Road calls and change Average daily road calls or

offs vehicle change offs Jan 2020 4 2.4 8 ° 41
. N Daily number of vehicles

Service availability available for service Jan 2020 98.8% 100% ° ° 42

Ongoing trend indicators: ° Favourable ~ Mixed 9 Unfavourable . Not applicable
*Represents four-quarter average of actual results
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Key performance indicator Description Latest Current Target Current Ongoing
status trend

Page
measure

Streetcar cleanliness Audit score Q4 2019 80.7% 90% Q ° 43

Bus services

On-time performance gpr-rt]iirr:\atjsdepartures from end Jan 2020 86.0% 90% (X Q 44
Short turns Monthly total short turns Jan 2020 73 1,590 ° 0 45
Amount of service Average weekly service hours  Jan 2020 1515439 151r’]866 e 46
Vehicle reliability pean distance between Jan2020 29000 12000 @ @ 47
CF)Qf?sd calls and change ctglﬁirggecﬁsﬂééooafgscalls or Jan 2020 o4 24 ° ° 49
Service availability ggzye?ggrage service Jan2019  101.0%  100% Q (] 50
Bus cleanliness Audit score Q4 2019 88.1% 90% e 51
Wheel-Trans services
Ongoing trend indicators: ° Favourable .. ~ Mixed 9 Unfavourable . Not applicable

*Represents four-quarter average of actual results
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Latest Current  Ongoing

Key performance indicator Description measure Current Target status trend Page

O nr .

On-time performance Y6 within 20 minutes of Jan2020  93.9%  90% @ @ 52
schedule

Vehicle reliability M_ean distance between Jan 2020 16,751 12,000 ° 53
failures km km

Accommodation rate Percentage of requested trips Jan 2020 99.9% 99% ° ° 54
completed
Average amount of time a

Average wait time customer waits before call is Jan 2020 3..6 15 ° 55
answered min min

Station services

Station cleanliness Audit score Q4 2019 74.9% 75% 6 56

Elevator availability Per cent available Jan 2020  96.9% 98% (X ] o 57

Escalator availability Per cent available Jan 2020 97.4% 97% Q 58

Fare gates equipped with - e cont available Jan2020  99.1%  99.5% € () 59

PRESTO

PRESTO fare card Per cent available Jan2020  99.30%  99.99% €3 (] 61

readers

Ongoing trend indicators: °Favourable . ~ Mixed eUnfavourable .Not applicable

*Represents four-quarter average of actual results
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Latest Current  Ongoing

Key performance indicator Description measure Current Target status trend Page
PRESTO Fare Vendin .
Machinee 9 percent available Jan 2020  98.87%  95.00% (v (v 62
PRESTO Self-Serve . 0 0
Roload Machines Per cent available Jan2020 99.70% 95.00% & (v 63
PRESTO Fares and . 0 0
Transfer Machines Per cent available Jan 2020 99.06% 95.00% Q 64

Ongoing trend indicators: °Favourable . ~ Mixed eUnfavourable .Not applicable

*Represents four-quarter average of actual results

TorontoTr ansit Commi ssi on Marth202CEOG6s 8Repor t



CEOOG s

comment ary

During unprecedented and
uncertain times, the sharing of
information is paramount. Although
my commentary this month will be
brief, we will continue to publish the

CEOb6s Report and
performance indicators to ensure
transparency.

Outside of this report, the TTC is
communicating daily and sharing
regular updates with our
employees, customers,
stakeholders and the Board as we
all work together to flatten the
COVID-19 curve. | want to assure
all that the TTC remains resilient
and ready to serve the citizens of
Toronto.

From the outset of this crisis, the
TTC has been participating in daily
conference calls with Toronto6 s
Medical Officer of Health and is
receiving the most up-to-date
information available about the
pandemic.

Wedre al so
Emergency Operations Centre and
actively reporting on a number of
key metrics including

ridership, service delivered and the
status of our workforce.

The data shared in this report dates
back to January 8 a time when it
%\/as Meg#nuch business as usual
or the TTC. It tells a different story
from the reality we find ourselves in
today.

Ridership is now estimated to be

down by nearly 80 percent. We 6 Vv e
made significant adjustments to our

daily service. Our workforce, like

many other businesses, has been
impacted.

We 6 taken the necessary action
to support the health and safety of
our customers and employees.

Bus access is now limited to rear
doors, except to accommodate
accessibility needs, to allow for
greater physical distancing.

Wedve increased cl e
vehicles. We 6 v e

buses.We 6 v e
distancing plans in our workplaces.

|l 6m truly grateful for
understanding and kindness shown

by our customers towards our staff

during this challenging time. | 6 m

extremely proud of how we have all

risen to the occasion.

The TTC is often described as the

|l ifeblood of Toronto.
essential service that keeps our

great city moving, morning, noon

and night. This is an unpredictable

and ever-evolving situation.

Come what may, we will carry the
city through it.

/

aning of our

di sthe nt i nRichard J. Leary
e mb e €d e ¢ BSE @f cash, tickets and tokens on
i mpl ement eMarch BORG i ¢ a |

Chief Executive Officer

Toronto Transit

Commi s Marchr2020 b
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Safety and security

Lost -time injuries rate
(LTIR)

Results

~s—Actual ===4.Quarter Average

@

The LTIR for Q4 of 2019 was 5.4
injuries per 100 employees.

Analysis

per 100 Employees
IS

Injuries

w

A . /
\_ M
/N

The LTIR for Q4 was 13% higher
than the four-quarter average.
There has been an upward trend
in the LTIR since 2015.

Action plan

1
12 3 4 1 2 3 4 1 23 4 1 2 3 4 12 3 4 12 3 4
2014 2015 2016 017 018 2019

Definition
Number of lost-time injuries
reported per 100 employees.

Contact
Betty Hasserjian,
Chief Safety Officer (Acting)

Note: Q1 2020 data will be available in
the JuneCEO6s Report.

Slips, trips and falls injuries
account for 15% of all lost-time
injuries and represent the third
highest injury type since 2014.
These types of injuries are higher
during the winter months with
heavy snow and rain.

In November 2019, in support of
National Fall Prevention Month, a
slip, trip, and fall prevention
campaign was rolled out to
employees and customers.

Messaging about slips, trips and
falls safety was provided to
employees through various
communications channels, such
as TTC-TV and posters on safety
boards

Musculoskeletal/ergonomic type
injuries (e.g. overexertion,
reach/bend/twist, repetition)
continue to account for 23% of all
lost-time injuries and continue to
represent the highest injury event
type since 2014. The Ergonomic
Musculoskeletal Disorder
Prevention Program, currently
being implemented, focuses on
preventing such injuries and
resolving ergonomic concerns.
Specific training modules for high
risk groups (e.g. Elevating
Devices, Wheel-Trans Operators,
and Track Maintenance) have
been developed. A train-the-
trainer session is scheduled for
March 2020.

Note: In January 2018, under the
Workplace Safety and Insurance
Board Act, the Province introduced

Toronto Transit

Commi s Marchi2020 b CEOO6s Ré®mort



two legislative changes: 1) The new
policy on Chronic Mental Stress
allows for compensation due to work-
related stressors like bullying or
harassment; 2) The policy on
Traumatic Mental Stress is revised to
broaden the spectrum of
psychological claims. These changes
have created an opportunity for an
increase in the reporting of claims
related to emotional trauma injuries.

TorontoTr ansi t
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Customer injury Results contro!ler tc:c [ﬁduce accidentgl y
incidents rate (CllR) engaging of the emergency brake.
The CIIR for Q4 of 2019 was 1.24 _ , _ _
o injury incidents per one million {\r‘]ztiur?elégé%d;‘éa c")"r't" be available in
—o—Totsl Actusl  ===d-Quarter Average VEhICIG boardlngs P '

o
£

Analysis

N
/V@W The CIIR for Q4 was 2% higher
than the four-quarter average rate

of 1.22 injury incidents per one
million vehicle boardings.

=

Injury Incidents per 1 Million Vehicle Boardings
>

o
@

o Action plan

1 2 3 4 12 3 & 12 3 4 1 2 3 4 1 2 3 4 1 2 3 4
2014 2015 2016 2017 218 219

250

The minor increase in the Q4 CIIR
was mainly due to the increase in
the streetcar customer injury rate.
The majority of streetcar customer
injuries involved standing
customers and were a result of
operator hard brake/emergency
brake applications to prevent
collisions.

Injury Incidents per 1 Million Vehicle Boardings

1 7|%|A 1|2 v,|4 ||1 4|4 1|7|% a

1|7|1|A 1‘:|1|A

2014 2015 2016 2m7 2018 2019

= Bus Actual == Streetcar Actual === Subway Actual

To minimize the injuries due to
streetcar braking, a review of

Definition o potential vehicle design

Number of customer injuries per improvements is underway. These
one million boardings. include increasing the number of
Contact handholds and straps, and

Betty Hasserjian, modification of the master

Chief Safety Officer (Acting)

TorontoTr ansit Commi ssi on Malth2020EO06sl12Repor t



Regulatory compliance

At the May 29, 2019 Audit and Order compliance
Risk Management Committee
meeting, a commitment was made

to report to the Board on Type _ Number ?f Orders Issu.ed _ Status
compliance to Safety, Health and Requirement Orders™ |Non-compliance Orders
Environment regulatory orders Ministry of Labour
and to provide assurance that Orders 16 ! Compliance Achieved
Commissioners have discharged '\Eﬂmﬁgzrﬁfeﬁe
their legal responsibilities. The Conservatior; and
table entitled Order compliance, Parks Orders 0 0 Not Applicable
summarizes the number of Technical
regulatory orders issued from Standards and
January 1 to December 31, 2019 Safety Authority
and their status. Orders 0 0 Not Applicable
City of Toronto -
Notice of Violation 0 2 Compliance Achieved
Contact ) Toronto Fire
Betty Hasserjian, Services Code
Chief Safety Officer (Acting) Violations 8 59 Compliance Achieved

1 Orders issued to provide
documentation/information.

2 Qrders issued to remedy contraventions
of the Occupational Health and Safety
Act or regulations, Environmental
Protection Act, City of Toronto Sewers
By-Law and Ontario Fire Code.

Note: The next update will be available
in the June CEOO Report.

TorontoTr ansit Commi ssi on Malth2020EO06sl13Repor t



Offences against
customers

12

Results

2019 = = 2019 Target 2018 ———2017 ==—=2016 ——2015 =———2014

W mm———————————————————————

e e e
ks @ ®

per 1 Million Vehicle Boardings

Offences
P
>

o
°

In Q4, the total number of
offences against customers per
one million vehicle boardings
increased slightly to 0.68 from last
guarter (0.67). The current rate is
6% higher than the same time last
year (0.64).

Analysis

tetQuaner 2nd Quarter ard Quanter 4th Quanter

Definition

Number of offences against
customers per one million vehicle
boardings.

Contact

Kirsten Watson

Deputy Chief Executive Officer i
Operations

The number of robberies and
sexual assaults decreased in
comparison to Q3. However, there
was a small increase in the
number of assaults and thefts.
Overall, there was no change in
the number of offences from last
quarter.

Action Plan

This year, we will hire 50 Special
Constables to support our
revenue protection team. The new
Constables will be deployed
strategically throughout the TTC
system to ensure revenue
protection and will also serve as a
presence to assist with our

customers and employeesésafety
and security.

TorontoTr ansi t
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Offences against staff

75

Results

——Actual e==12.Month Average

N0

w IS S
° o =

Offences per 100 Employees (Annualized)
@

In Q4, the total number of
offences against staff increased to
4.48 offences per 100 employees.
The current rate is 13% higher
than last quarter (3.98) and 9%
higher than the same time last
year (4.11).

0
Q1 02 03 04 01 G2 Q3 Q4 Q1 G2 Q3 Qf Q1 02 Q3 04 01 02 Q3 Q4 01 Q2 Q3 04
2014 015 201 n7 2018 2019

Definition
Number of offences per 100
employees.

Contact

Kirsten Watson

Deputy Chief Executive Officer i
Operations

Analysis

There was an increase in threats
and other offences against
employees such as mischief,
harassment, indecent exposure,
sexual assault and robbery
compared to Q3. The number of
assaults against employees
decreased.

Action Plan

This year, we will hire 50 Special
Constables to support our
revenue protection team. The new
Constables will be deployed
strategically throughout the TTC
system to ensure revenue
protection and will also serve as a
presence to assist with our

customersande mp | o ys&eatys 0
and security.

TorontoTr ansi t
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Ridership

Ridership

120

2020 Actual == == 2020 Budget
e 2019 Actual 2018 Actual
w2017 Actual ====2016 Actual

Average Weekly Ridership (Millions)
]
5

80

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

Definition

Average number of journeys per
week, including paid and free
journeys (e.g. two-hour transfers and
children 12 and under). A journey
with transfers is counted as one
journey. The total is derived from
cash, tickets and token counts,
Metropass and PRESTO data, diary
studies and ridership analytics.

Contact
Josie La Vita,
Chief Financial Officer

Results

Period 1 (January 1 to February 1,
2020) revenue ridership totalled 44.7
million or 9.8 million passengers per
week. This was 0.056 million (0.1%)
below the budget of 44.7 million
rides, but 0.281 million (0.6%) above
the comparable period in 2019.

Analysis

Period 1 ridership analysis shows
that the adult group was 0.345 million
over budget while the other groups
fell below budget:

1 Senior/youth (-0.058 million)

1 Children (-0.343 million)

1 Weekday ridership was 0.233
million or 0.6% above budget
while weekend/holiday ridership
was 0.289 million below budget.

Year-over-year weather analysis
shows five fewer inclement weather
days, 13 fewer extremely cold
temperature alerts and two fewer

severe snow storms during January
2020 compared to January 2019.

Year-over-year there were 10 more
partial closures on Line 1, two fewer
partial closures on Line 3 and two
fewer full closures on Line 3 in 2020
compared to 2019 for the same
period.

PRESTO period pass sales for
January were 21,220 or 9.6% below
budget, but 6,353 or 3.3% above
2019. Period pass rides were -1.6
million below budget while e-purse
rides were +2.4 million above budget.

Adult cash rides were 1.109 million
above budget, but PRESTO one-ride
and two-rides tickets were -0.521
million below budget.

PRESTO Self-Serve Reload
Machines cash rides on streetcars
was also above budget by 0.086
million for adults and 0.033 million for
senior/youths.

TorontoTr ansit Commi ssi on Malth2020EO06sl6Repor t



Legacy fares collected continue to
drop. In Period 1, only 10.5% or 4.7
million rides were paid using non-
PRESTO products.

Action Plan

The vision for the 5-Year Service
Plan and 10-Year Outlook is to focus
on improvements that directly
enhance the- TTCOs
competency: mass transit 8 moving
large volumes of customers safely,
reliably and swiftly across Toronto.
The emerging pillars of opportunity
are:

1. Enhance the Transit Network: An
expansive network that gets
customers to where they want to
go, when they want to go.

2. Enhance the Customer
Experience at Key Stops: A
pleasant experience that begins
before our customers get on a
vehicle.

3. Improve Service Reliability: A
reliable service that our
customers can count on.

c

o

Prioritize Transit on Key Surface
Corridors: A fast service that
valueso u r
time.

Accelerate Integration with
Regional Transit Agencies and
Complementary Modes of
Transport: An integrated network
that provides our customers with
a seamless connection to and
rfrem our services.

customer so

journey

TorontoTr ansi t
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PRESTO ridership

2020 Actual == == 2020 Budget
e 2019 Actual  s==2018 Actual
==2017 Actual  =———2016 Actual

Average WeeKly Ridership (Millio
o
=Y

|

~
e

—

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

o
=

Definition

Average number of journeys per
week using PRESTO fare media,
including PRESTO taps and
PRESTO pass rides.

PRESTO ridership is included in TTC
ridership totals.

Contact
Josie La Vita,
Chief Financial Officer

Results

Period 1 (January 1 to February 1,
2020) PRESTO ridership totalled
40.0 million or 8.7 million passengers
per week. This was approximately
0.5 million (1.4%) above the budget
and 4.7 million higher than period 1
2019 ridership of 35.3 million.

Analysis

The PRESTO adoption rate for
period 1 was 89.5%, representing a
2.7% increase over period 12, 2019
(86.8.%). This was mainly due to the
policy decision to stop the sale of
legacy fares in stations, now into its
second month.

Substantial progress has been made
with numerous fare products now
available on PRESTO. Fare card
readers have been installed on all
buses and streetcars. Fare gates
equipped with PRESTO and fare
vending machines are at all station
entrances.

Period pass year-over-year growth
was 3.3% for January or an increase
of 6,353 sales. The largest growth
was seen in post-secondary period

pass sales with an increase of 5,279,
which exceeded budget by 846 or
1.9%. The next largest growth in
sales was in youth concessions,
which was 745 actual sales over last
year and 0.2% above budgeted
sales. Senior sales were 367 above
last year and 6.0% above budgeted
sales. The largest group, adults, was
slightly below last year (-38 sales)
and -14.3% below the budgeted
sales. In the adult group, transit fare
pass sales were 891 higher than last
year, but -3.6% below budget.

Customers continue to use e-purse
as their preferred choice of fare
payment to benefit from the two-hour
transfer.

In period 1, 24.7 million or 46.5% of
the rides were paid using e-purse
and an additional 3.9 million rides
were taken for free within the two-
hour transfer period.

PRESTO one-ride and two-ride
tickets in period 1 had 0.4 million
rides of 0.8%.

Action Plan

PRESTO adoption is expected to

TorontoTr ansit Commi ssi on Malth2020EO06sl18Repor t



increase over time as legacy media
is phased out, more PRESTO fare
options are made available and
marketing initiatives encourage
further PRESTO adoption. The
PRESTO adoption rate is expected
to continue to increase during 2020,
reaching approximately 95% once
legacy fare media are no longer sold.

TorontoTr ansit Commi ssi on Malth2020EO06s19Repor t



Wheel-Trans ridership

115

e 2019 Actual

2020 Actuals = o= 2020 Target
al e 2016 Actual
|

tug
e 2018 Actu 2017 Actual
——2015 Actua

100

ousands)

Average Weekly Ridership (Th
o
\
.

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

Definition

Average number of journeys per
week using both Wheel-Trans
dedicated services and contracted
services.

Wheel-Trans ridership is not included
in the TTC ridership totals.

Contact

Kirsten Watson,

Deputy Chief Executive Officer i
Operations

Results

Action Plan

Ridership in period 1 (January 1 to
February 1, 2020) was 341,278 or
74,678 passengers per week. This
figure was 2.1% higher than the
budgeted 73,169 customers per
week.

Analysis

Ridership trends in the previous three
years for Wheel-Trans remain fairly
flat with a small decline in 2018 and
2019. The 2020 ridership growth was
set at one per cent growth over the
previous year's adjusted budget with
ridership anticipated to continue to
remain flat.

The period 1 increase was higher
than anticipated at 2.1%. Weather in
period 1 was more favourable when
compared to the previous year,
resulting in a higher demand for trips
from our customers. This first
ridership data for 2020 represents
the second highest ridership for
period 1 when compared to the past
Six years.

We will continue to monitor this
ridership trend as well as the impact
to other key performance indicators.
This increase may also have an
impact on budget, therefore close
monitoring of service will be required
to ensure the most cost efficient
schedule options are considered.

TorontoTr ansi t
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Customer experience

Customer satisfaction

85

2019 Actual =—2017 Actual =—2016 Actual

Customer Satisfaction Score (%)
- ©
& 2

~
=]

85

1st Quarter 2nd Quarter dth Quarter

Definition

Overall satisfaction: How satisfied
were you overall with the quality of
the TTCO6s service
you took?

(0]

Contact
Kathleen Llewellyn-Thomas,
Chief Customer Officer

Results

Four in five (81%) customers
reported high levels of overall
satisfaction in Q4 2019, which is
consistent with last quarter (81%)
and the same time last year (80%).

Analysis

Satisfaction with the level of crowding
inside streetcars continues to rise, up
to 70% this quarter compared to 60%
in Q3. Our now fully accessible fleet
of streetcars are moving more
customers, more comfortably.

Frontline staff continue to deliver a
high level of customer service on a
daily basis. In Q4 2018, 82% of
custdmlers wete aagidfied WithGhe t r i
helpfulness of staff across all modes.
Scores on this key driver of customer
satisfaction have remained high and
consistent over the years, but there is
still room for improvement.

p

Action plan

On January 5, 2020, collector booths
were closed at 20 additional stations,
as part of our Stations
Transformation program. The
remaining 45 station booths will be
closed on March 29, 2020. Outside of
the booths, collectors will be more
visible and in a better position to
actively engage with and assist
customers. We expect this transition
to have a positive impact on
customer satisfaction.

TorontoTr ansi t
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Subway services

Line 1 (Finch and Vaughan
Metropolitan Centre terminal
stations ): On-time
performance (OTP)

Results

1 Yonge - University Line - On Time Performance - 2020

Finch & VMC Terminal Stations
(Hoadway + 0.5 Headway)
100%

%
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Noy Dec

==aFinch Station ESVIC Station —— Target

This measure remained almost static
from the December 2019 results, with
a 91.7% average. Year-over-yeatr,
however, we did see an improvement
from the 88.7% achieved in January
20109.

Our target of 90% was met.

Analysis

018 On-Time Performance ==—2018 On-Time Performance

Definition

OTP measures the headway
adherence of all service trains at end
terminals. Data represents Monday-
to-Friday service between 6 a.m. and
2 a.m. To be on time a train must be
within 1.5 times of its scheduled
headway.

Contact
James Ross,
Chief Operating Officer

The relatively milder weather, and a
12.2% decrease in delay minutes on
this line had a favourable impact on
OTP. A major track project in the
Lawrence Station area may affect
this measure later in Q1, but plans
are in place to mitigate that impact.

When compared to 2019 year-to-
date, there has been a 21.9%
reduction in delay minutes in 2020.

Action plan

Our Automatic Train Control (ATC)
project will be commissioning a new
phase in Q1 2020, which will have a
positive impact trip times. It will also
improve reliability and delay

avoidance as we have seen in
previous phases. Once
commissioned, ATC will be in service
from Vaughan Metro Centre to
Queen stations.

TorontoTr ansi t

Commi ssi on Matth2020EOG6 s22Repor t



Line 2 (Kennedy and Kipling
terminal s tations ): On-time
performance (OTP)

Results

Action plan

e Bloor -Danforth Line - On Time Performance - 2020

Kennedy & Kipling Terminal Stations
Headway + 0.5 Headway)

70%

Jan  Feb  Mar  Apr  May Jun  Ju  Aug  Sep Ot Nor Do
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Definition

OTP measures the headway
adherence of all service trains at end
terminals. Data represents Monday-
to-Friday service between 6 a.m. and
2 a.m. To be on time a train must be
within 1.5 times of its scheduled
headway.

Contact
James Ross,
Chief Operating Officer

Results for this measure improved in
January to 96.2%, up from the 94.9%
we recorded in December.
Compared to a year ago (January
2019 was 87%), we have seen
significant improvements in OTP on
this line. These results are the best
we've achieved since this
performance measure was adopted.

Our target of 90% was met.

Analysis

A partial derailment of a train at
Keele Yard disrupted morning peak
service on January 22, causing a
258-minute delay. However, without
that incident, there was an overall
reduction in delay minutes on this
line.

Compared to last year, we have been
relatively fortunate with the minor
impact of inclement weather on
operations.

All of the strategies we have been
employing throughout 2019 will be
maintained, including additional
supervisory resources during peaks
and the use of Run-As-Directed
trains.
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Line 3 (Kennedy and
McCowan terminal stations):
On-time performance (OTP)

Results
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OTP in January was 98.1%, which is
the highest performance ever
recorded for this metric.

Our target of 90% was met.

Analysis

Definition

OTP measures the headway
adherence of all service trains at end
terminals. Data represents Monday-
to-Friday service between 6 a.m. and
2 a.m. To be on time a train must be
within 1.5 times of its scheduled
headway.

Contact
James Ross,
Chief Operating Officer

When compared to January 2019,
the biggest improvement was due to
the milder weather, which resulted in
145 fewer delay minutes.

Action plan

Line 3 continues to run as scheduled
and consistently delivers at or above
target.
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Line 4 (Don Mills and
Sheppard termina | stations):
On-time performance (OTP)

Results

Sheppard Line On Time Performance - 2020
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OTP in January was 99.6%. Our
target of 90% was met.

Analysis

When compared to 2019 year-to-
date, there has been an insignificant
8-minute increase in total delay
minutes.

Action plan

Definition

OTP measures the headway
adherence of all service trains at end
terminals. Data represents Monday-
to-Friday service between 6 a.m. and
2 a.m. To be on time a train must be
within 1.5 times of its scheduled
headway.

Contact
James Ross,
Chief Operating Officer

Line 4 will continue to be managed in
the same, effective manner providing
consistent, reliable service to our
customers.
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Line 1: Capacity

Results

1 Yonge-University Line - Capacity Delivered { 2020 )
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Total number of trains that travelled
through 12 key sampling points
during a.m. and p.m. peak as a
percentage of trains scheduled. Data
is based on Monday-to-Friday
service.

Peak periods: 6 a.m. to 9 a.m. and
3p.m.to7p.m.

Contact
James Ross,
Chief Operating Officer

The p.m. peak performance
improved by 0.1% in January, and
the a.m. peak dropped by 0.8%. As a
result, resulting the combined
average dropped slightly from the
98.9% in December to 98.6%.
However, this is a significant
improvement from the same time last
year (90.1%).

Our target of 96% was met.

Station to Queen Station near the
end of February, which will improve
trip times along the line.

Analysis

Our worst performing day in January
was 20.5 trains-per-hours, or 80%,
due to a major delay (injury at track
level). This is an improvement from
December 2019, when our worst day
was 17 trains-per-hour, or 66.7%.
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==5B

St. George

— Target

Action plan

Major track work will be initiated in
the Lawrence Station area of the line
towards the end of February and into
March, requiring restricted speeds
that will negatively impact service.
We will be extending our Automatic
Train Control area from St. Patrick
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Line 2: Capacity

Results

Bloor -Danforth Line - Capacity Delivered (2020 )
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Line 2 capacity in January dropped
slightly from 99.3% in December to
98.7%. However, this result is a
significant improvement from the
89.0% we achieved in January 2019.

Our target of 96% was met.

Definition

Total number of trains that travelled
through 10 key sampling points
during a.m. and p.m. peak as a
percentage of trains scheduled. Data
based on Monday-to-Friday service.

Peak periods: 6 a.m. to 9 a.m. and
3p.m.to7p.m.

Note: Capacity delivered is the actual
train count divided by the scheduled
train count for each hour at sampled
locations. Data is based on weekday
service from Monday to Friday.

Contact
James Ross,
Chief Operating Officer

Analysis

A partial derailment of a train at
Keele Yard on the morning of
January 22 resulted in 258 minutes
of delay and caused capacity to fall
to 11.3 trains-per-hour, which
brought down the overall monthly
average.

Service was also slowed by a
restricted speed zone in the second
half of the month between Castle
Frank and Broadview stations,
having a minor impact on capacity
delivered.

Action plan

As a result of necessary track work at
Keele Yard, train storage has been
temporarily relocated to Greenwood

Yard, but is not expected to have an
impact to a.m. service build up.

We continue to see the benefits of
Run-As-Directed trains added in
2019, providing resiliency to the
service during delay incidents.
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Line 3: Capacity

Results

Scarborough Line - Capacity Delivered (2020)
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Performance on this measure
improved slightly from the 99.1% in
December to 99.3%. We saw a
significant improvement from the
84.0% we achieved in January 2019.

Analysis

Definition

Total number of trains that travelled
through two key sampling points
during a.m. and p.m. peak as a
percentage of trains scheduled. Data
is based on Monday to Friday
service.

Peak periods: 6 a.m. to 9 a.m. and
3p.m.to7 p.m.

Contact
James Ross,
Chief Operating Officer

Delay minutes increased overall in
January by 161 minutes, which is still
relatively low when compared to
Lines 1 and 2.

The worst performing delay was 8.8
trains-per-hour, caused by a 36-
minute delay due to a rolling stock
incident.

There were significant year-to-year
improvements from January 2019
(84.0%), and January 2018 (93.0%).

Action plan

The consistent approach to
managing this line as well as peak
period line supervision are expected
to maintain this level of performance
as long as weather conditions remain
favourable.
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Line 4: Capacity

Results

Sheppard Line - Capacity Delivered (2020)
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This measure remained at 100% and
met our target of 98%.

Analysis

Definition

Total number of trains that travelled
through two key sampling points
during a.m. and p.m. peak as a
percentage of trains scheduled. Data
is based on Monday to Friday
service.

Peak periods: 6 a.m. to 9 a.m. and
3p.m.to7 p.m.

Contact
James Ross,
Chief Operating Officer

There are relatively few issues on
this line and it continues to provide
consistent, dependable service to our
customers.

Action plan

Line 4 continues to run as scheduled
and consistently delivers at 100%
capacity.

TorontoTr ansi t

Commi ssi on Matth2020EQOG6 s29Repor t



Subway : Weekly service
hours

13,000

Results
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Definition
Calculated duration of time that all
revenue trains are in service.

Contact
Kathleen Llewellyn-Thomas,
Chief Customer Officer

In the January 2020 Board Period,
11,119 subway weekly hours were
budgeted for service while 11,131
subway weekly hours were
scheduled to operate, which
represents a variance of 0.11%.

Of the 11,131 subway weekly hours

scheduled to operate, 10,704 weekly
hours were actually delivered, which
represents a variance of -3.84%.

Analysis

Scheduled service hours are
matched with budgeted service
hours. Actual service hours are lower
than scheduled service hours due to
subway closures during the
weekend.

Action Plan

No action required at this time.
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Subway T1 train:
Mean distance between
failures (MDBF)
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Definition

Total kilometres travelled in month
compared to the number of rolling
stock equipment incidents resulting in
delays of five minutes or more.
Includes all seven days of service.

Contact
Rich Wong,
Chief Vehicles Officer

Results

The MDBF in January was 547,656
kilometres, an increase from both last
month (438,524 kilometres) and the
same time last year (306,277
kilometres) with a rolling annual
average of 504,223 kilometres.

Our target of 300,000 kilometres was
met.

Analysis

In January, there were six delay
incidents greater than or equal to five
minutes. The highest number of
delays were attributed to the
passenger doors system with four
delay incidents. This was followed by
the propulsion system with two
incidents.

Action Plan

The four passenger doors system
incidents were due to a defective cab
side master door control panel, a
defective door interlock, a faulty door
relay panel and a defective open
magnet valve (OMV) and door
cylinder.

The defective cab side master door
control was replaced, and doors were
cycle tested to be working properly.
The defective door interlock was
removed and replaced with a new
door interlock. Passenger doors were
cycle tested and returned back into
revenue service. The door control
relay panel was replaced on
speculation as the initial problem
could not be recreated. Replaced
door control relay panel was in
service for more than 6300 days.
The defective OMV and door
cylinders were both replaced and
doors were tested without further
issues. All trains have since returned
back into revenue service with no
further issues reported.

The two propulsion-related incidents
were a result of a faulty propulsion
electronic control unit (PECU) and a
tachometer board. Both the faulty
PECU and tachometer board were
replaced and both trains returned
back into service with no further
issues detected. A failure analysis
report has been requested on the
faulty PECU.
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Subway TR train: Mean
distance between failures
(MDBF)
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Definition

Total kilometres travelled in month
compared to the number of rolling
stock equipment incidents resulting in
delays of five minutes or more.
Includes all seven days of service.

Contact
Rich Wong,
Chief Vehicles Officer

Results

The MDBF in January was 769,357
kilometres, an increase from both last
month (552,686 kilometres) and the
same time last year (596,35
kilometres) with a rolling annual
average 658,220 kilometres.

Our target of 600,000 kilometres was
met.

Analysis

In January, there were six delay
incidents greater or equal to five
minutes. The passenger door, cab
seat, and trainline systems each had
two delay incidents.

Action Plan

The passenger door-related incidents
were a result of a broken door roller
and a defective door control unit
(DCU). The broken door roller and
faulty DCU have since been replaced
with a new door roller and DCU.

Both door sets were cycled tested,
and have since returned back into
revenue service with no further
issues detected. A door rollers
replacement program is planned for

2020. This program is scheduled to
commence Q2, 2020

The two cab seat-related incidents
were due to air leaks in the cab seat.
The disconnected air hose was
reconnected and the seat was tested
to be working. The second cab seat
had a defective quick connect fitting,
which has since been replaced with a
new quick connect fitting. Both cab
seats have been utilized in revenue
service with no further issues.

The two trainline-related incidents
were a result of the train vehicle
control unit-operation (TVCU-O)
being offline. One TVCU-O was
reprogrammed and yard tested to be
functioning properly. The other
TVCU-O was replaced and both
trains were tested to be working.
Analysis of the TVCU-O failure
history shows a random failure
pattern. The replaced unit was in
service for more than 500 days.
TVCU-Os are being actively
monitored by technical staff for an
increase in failure trend.
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Subway : Service availability
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Results

The vehicle availability in January
was 100%.

Analysis

Vehicle Availability

Definition

Daily average number of trains put
into service (including RADS)
compared to the number of trains

scheduled for the a.m. peak period.

Data represents Monday to Friday
only. Holidays excluded.

Contact
Rich Wong,
Chief Vehicles Officer

We continue to meet the service
requirements, meeting the target of
100% vehicle availability. All vehicles
were available for service when
required.

Action Plan

We will continue with the delivery of
safe, reliable and clean vehicles to
service on all subway lines.
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Subway : Vehicle c leanliness
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Average results of third party audit
conducted each quarter. Average of
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2nd Quarter
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fend

results. Audits conducted weekdays
only, excluding holidays.

Contact
Rich Wong,
Chief Vehicles Officer

Results

The average rating of 90.1% in Q4
was above the target of 90.0%. We
have recorded a score greater than
90% since Q4 2016.

Analysis

The performance score takes into
account pre-service, in-service and
post-service audit results.

Areas of strength in vehicle
cleanliness across all fleets and lines
were the ceilings, etching/scratchitti,
graffiti/stickers and mandatory
decals. Factors affecting the quarter-
to-quarter overall| cleanliness scores

i? O4 2618 WeYe'dGofcftanliness,

floors, anti-draft panels and windows.

Action Plan

Exterior vehicle washes are generally
halted during the winter season as
temperatures drop and excess
exterior water freezes. Exterior
vehicle washes are still performed
whenever possible, weather
permitting. The floor wash cycle

continues to be addressed once
every 14 days.

Starting in Q2 2020, the vehicle
cleanliness score will be broken
down into pre-service cleanliness
and in-service/post-service
cleanliness. By breaking this out, the
scores will provide a better indicator
of TTC performance with respect to
the cleaning of vehicles and of the
condition of vehicles during and after
service.
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Streetcar services

Streetcar: On -time
performance (OTP)
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OTP in January was 76.9%, an
increase compared to December
(74.6%), and a significant
improvement over the same period
last year (57.8%).

Our target of 90% was not met.

Analysis
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Definition

On-time performance measures
vehicle departures from end
terminals. Vehicles are considered
on time if they depart within 59
seconds earlier or five minutes later

than their scheduled departure time.

Includes all seven days of service.
Night routes are excluded.

Contact
James Ross,
Chief Operating Officer

OTP continues to trend positively.
The first two weeks of the period
showed strong performance. This
was due in part to the decrease in
road traffic and passenger volumes
typically experienced during the first
two weeks of the year.

The 505 Dundas route continued to
bring down the network figure for the
period. When excluding the 505
Dundas route from the network
score, the OTP in January increases
to slightly more than 82%.

As noted previously, the existing 505
route schedule is deficient in run
time. A slightly improved interim
schedule will be introduced for the
February/March Board Period,

followed by a new LFLRV schedule
for the April Board Period.

Numerous unplanned events
negatively impacted OTP for the
period, including:

T

A streetcar disablement that
caused a major delay to the
morning run-outs from Leslie
Barns on January 14.

A major snowfall led to numerous
operational challenges on
January 18.

On January 22, the 504B King
route was negatively impacted by
a broken rail at Dufferin Gate
Loop. This branch of the King
service was extended to
Sunnyside Loop and therefore
operated off schedule for most of
the day.

On the last day of the period, a
watermain break at King Street
and Yonge Street led to an
unscheduled westbound diversion
for both branches of the 504 King
service.

In terms of planned infrastructure
work, a Harbourfront tunnel
inspection occurred the weekend of
January 25 & 26 (impacting the 509
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Harbourfront and 510 Spadina
routes). As well, road repair work at
Queen/Bay Streets led to a
westbound diversion on the last day
of the period (impacting the 501
Queen service). This planned work
negatively impacted OTP.

Action Plan

Schedule reviews and route structure
planning for Spring 2020 has been
completed. Several major
construction projects will be
addressed from the spring into the
summer months and will prove
challenging, however, lessons
learned from previous years have
been instrumental in planning efforts
to provide the best possible service
to customers during these periods.
The route management team will
continue to work towards our goal of
90% OTP.

TorontoTr ansi t

Commi ssi on Matth202EOG6 s36Repor t



Streetcar : Short turns

Definition

Total short turns per month. Includes
all seven days of service, excluding
night routes.

Contact
James Ross,
Chief Operating Officer

Results

There were 75 short turns in January,
a decrease compared to December
(77) and a significant decrease from
the same period last year (1,153).

Analysis

January is the ninth consecutive
month with short turn numbers at
significantly decreased levels
compared to 2018 or early 2019.
There were, on average, less than
three streetcar short turns per day
throughout the network for the
January period. The route with the
highest number of short turns during
the period was the 506 Carlton route
(23). More than two-thirds of the 506
Carlton short turns for the period
were due to accidents, heavy traffic
or emergency services deployed on
the route.

Action Plan

Recent improvements to streetcar
schedules and our focus on reducing
short turns continues to have a

positive impact on the customer
experience, especially during the
cold winter months. The day-to-day
efforts to keep streetcar short turns
low will continue.

TorontoTr ansit Commi ssi on Malth2020EO06s37Report



