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YORK REGION TRANSIT STORY

Transitin York Region provides a family of safe,
accessible, mobility options to meet the distinct

needs of each community.

Urban, suburban and rural landscapes mean that
staff must identify unique service options to ensure
affordable public transit is available across all nine
municipalities.

Alternative options, such as on-demand services,

will continue to provide the 1.2 million residents of the
Region with convenient, cost-effective travel choices,
while also providing a vital service to those who rely on
public transit as their only means of transportation.

A pilot program launching in 2020, will see the
introduction of electric buses into the fleet to support
the Region’s vision of being green-house gas
emissions free by 2051. Enhanced cycling amenities,
new technologies and providing traveller information
inaway people want to receive it, all help to improve
the overall experience for those who rely on public
transit daily.

Commuters, post-secondary and high school
students, and seniors use the system to travel
throughout their communities, but also to connect
to higher-order transit options such as the Toronto
Transit Commission (TTC) and the Line 1 Subway
extension in the City of Vaughan, and Region-wide
GO Transit rail services. Our own dedicated rapidways
for Viva service contribute to the overall success of
moving travellers, and once complete will provide
significant travel-time benefits during our busiest
times of the day.

Over the next four years of Council, staff will continue
to work with Metrolinx, the TTC and the City of
Toronto to advance the planning and design of the
Yonge Subway Extension to the Richmond Hill Centre
Terminal, and will also complete construction on
three new transit terminals including: Cornell,
SmartCentres Place and Major Mackenzie West.
These locations will provide connections with
neighbouring transit agencies and communities,
atidentified mobility-hubs.

Staff will also work with Metrolinx to deliver the

GO Transit Expansion Program that includes service
improvements on the Barrie, Richmond Hilland
Stouffville rail corridors, and will continue to speak
with the Province and transit peers about providing
the best payment options to those who need it, while
continuing to be accountable for the service options
provided.

Focusing on the future and moving travellers
seamlessly to their destinations, York Region Transit
will always consider offering choice and flexibility to
satisfy a customer-base with varying mobility needs
that change every year. This is our commitment to you.




YORK REGION TRANSIT SYSTEM OVERVIEW

YRT AT A GLANCE IN 2018

YRT serves a region of 1,776 square kilometres, with a population of M 22 2

1.2 million and 0.6 million jobs. YRT provides a variety of accessible MMM million passenger
transit services across the Region’s nine municipalities, including the

Cities of Markham and Vaughan, the Towns of Aurora, East Gwillimbury,

trips annually

Georgina, Newmarket, Richmond Hill, Whitchurch-Stouffville, and the  TAXEE 3 4 million e
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GREATER TORONTO AREA TRANSIT AGENCY COMPARISON

N

LAKE SIMCOE

York Region
Transit

Durham Region
Transit

Brampton

Transit .
Toronto Transit

Commission

Mississauga LAKE ONTARIO
MiWay

Milton Transit
Transit Agenc Year End Ridership* Revenue-to-Cost ServiceArea LandArea
S (2017) Ratio* (2017) (km?) (km?)

N - Toronto Transit Commission 533,216,000 73% 662 662
Transit - Brampton Transit 27,391,889 50% 266.8 266.4
B Miway Transit 39,400,995 48% 178.6 292.4
- York Region Transit 22,683,423 40% 1,776.00 1,776.00
- Durham Region Transit 10,230,396 38% 405.9 2,523.80
- Burlington Transit 1,952,624 35% 98 185.7
I oavvitte Transit 2,945,877 32% 103.5 138.9

I vitton Transit 503,608 1% 385 363.2

Source: Service area size from 2017 CUTA Factbook and geographical area size from 2016 Census
*2018 year-end statistics are not available at this time

Oakville
Transit




TRAVELLER DEMOGRAPHICS
18 34
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Personal

Work Education

o Italian Tamil
Eroneh English 29% $25,000 - $50,000 . ;
12% $50,000 - $75,000 47% 33%
24% 7% $75,000+

20%

1%

Chi Other : : ‘
3% HIESE Employment Status Time of Day Travellers Typically Ride YRT

Russian
5%
Persian

2% Other
Before 7:30a.m.to  9:31a.m.to 2:31p.m.to 3:31p.m.to 6:31 p.m. to After

7:30 a.m. 9:30 a.m. 2:30 p.m. 3:30 p.m. 6:30 p.m. 9:30 p.m. 9:30 p.m.

66% Employed . 48%
41% Students 44% W 42% . |
1 31% 34% !

4% Retired \ ) ‘
3% Unemployed 3 . 3

Source: October 2018 YRT Customer Satisfaction Survey



TRAVELLER INNOVATION PROMOTES SAFETY AND CONVENIENCE

@ Translate

Online Translation Tool m—— YRT/Viva Pay

Fare payment by phone

Mobility Plus Online Booking Tool PRESTO Fare Card System Collision Avoidance System



RIDERSHIP AND ACTUAL SERVICE HOURS REMAINS STABLE

e Actual Service Hours - YRT - TTC Line 1
Ridership Ridership in
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MOBILITY PLUS RIDERSHIP
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ON-DEMAND BOARDINGS
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TOTAL 10,643 19,555 27,120



GO TRANSIT RAIL RIDERSHIP IN YORK REGION

- GO Transit Rail
Ridership in York Region
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ON-TIME PERFORMANCE REMAINS HIGH DESPITE OPERATIONAL CHALLENGES

ON-TIME AVERAGE (%)
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THE AVERAGE REVENUE TO COST RATIO REMAINS AT 40 PER CENT

REVENUE-TO-COST RATIO (%)
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YORK REGION TRANSIT 2018 AWARD

York Region Transitwon

a Canadian Urban Transit
Association [CUTAJ, Corporate
L eadership Award for

hosting the first ever Transtt
Special Constable Women's
Symposium.

York Region Transit, in partnership with the Toronto Transit
Commission and GO Transit, received a Corporate Leadership
Innovation Award from CUTA for their work on the first ever Special
Constable Women's Symposium, which was held August 25, 2018.
The sold-out symposium was held to encourage more women
tojoin the field of transit enforcement and security, and featured
educational information, inspiring speakers, mentorship and
networking opportunities. Women currently make up between nine

and 15 per cent of Special Constables across transit agencies.

The symposium demonstrated the values each transit agency holds
in providing opportunities for women in the workplace.

Susan Wonch, Supervisor, Transit Enforcement and Security on the right with her colleagues from
the Toronto Transit Commission and GO Transit, receive their CUTA Corporate Leadership Award

Annual
Women's
- Symposium

TRANSIT
SPECIAL
CONSTABLES

g'ﬂt{-h career sbants hene!
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York Region Transit
System Information




YORK REGION TRANSIT

Contractors

Transdev (Southwest Division)

Miller Transit (Southeast Division)
Tok Transit (North and BRT Divisions)
Toronto Transit Commission (TTC)

Services

High School Specials ...
LOCALIrOULES .o
BaSE rOULES ...
GO SNULLLES .o
Community BUS FOULES .....ovueeeeeeecreeeeeneeeseee s
EXPress FOULES ...
TTC FOULES ettt
VIV FOULES ..o
ON-DemMand SErVICES........ocovveeeceeeeeeeeeeeeeeeeeeeeeaeeneens

Viva Rapidway
Rapidway kilometres proposed to be built ................. 22.3
Rapidway kilometresin-service .........ccoecoereenceneenen. 12.3

Ridership and On-Time Performance

2018 Revenue ridership ........cccocoeeevinecncenenne 21.8 million
Average daily revenue ridership........cccocoeeeeneenn. 74,589
Average daily boardings ... 104,574
Average on-time performance, conventional........... 92%
Average on-time performance, BRT ..o 92%

Conventional Contact Centre
Hours of operation: 7a.m. to 7 p.m. [ Monday to Friday )
8:30a.m. to 4:30 p.m. (weekends /holidays

Total 2018 Contact Centre Statistics
Interactions, IVR

(all calls received through main transit line] ....... 846,710
Automated scheduled information, IVR................ 646,064
CSR Assisted Calls.....oove oo, 144,450
Calls OffEred....oe e 141,866
CallsS aNSWEE.. ..o 135,827
Calls abandoned.......cooeeeeeeeeeeeeeeeeeeeee e 6,018
Calls abandoned (%) ..o 4.24
On-street assisted customers........cccccceeeveeceenee. 59,199
Online feedback form/emails ........cocoeeveeveereeneerenenn. 6,406
In person [front reception).......c...ccveeeeeereeeeereceeeiennes 4,232
LIVE CNAL e 2,983

CRM cases created ... oo 157,568




MOBILITY PLUS

CAPITAL ASSETS - FACILITIES

Contractors

Tok Transit

Cares Accessible

Wheelchair Accessible Transportation
Mobility Transportations Specialists (MTS)

Services

Door-to-door shared-ride accessible
Community bus routes

On-Demand services

Total 2018 Mobility Plus Statistics

Mobility Plus ridership......ccccooeeenicnenesencneeen. 406,504
On-Demand ridership......cccoconneneneeneeseeeeeees 27120
Family of Services trips ...c.occocrereneeeneeneeeseseeeeene 10,269
Family of Services kmtravelled ..., 119,215
Average on-time performance..........cocoveneeeneenesennenes 91%
Registered clients ... 15,060
Day Programs Serviced.........cocoomereneeneeeneeneeereeneneeees 55

Mobility Plus Contact Centre
Hours of operation: 7a.m. to 7 p.m., 7 days/week

Total 2018 Contact Centre Statistics

Calls OffErEd ..o 528,321
Calls answered by a live agent..........ccceeurererinienenes 147,471
Callsanswered, IVR ..o 310,616
Calls for On-Demand......cooeeeeeeeeeeeeeeeeee e 28,356
Calls abandoned.......oeoeeeeeeeeeeeeeeeeeeeeeeeeeeeeereeene 28,671
Web based bookings ..., 23,192
Applications received........cocoevrerncerieneneesereens 2,742
Applications approved.........ccooveereneneeneeneeeneens 2,552
Applications withdrawn..........cccocoeeocrrnenenneneneeeeeses 6
Client assessments With NUISe......oveveeeveeeeeeeeeeeeen, 73
Support Person cards issued........coeerrenceneeneneeneenens 401

Terminals serviced by YRT ..o 10
Operations and Maintenance facilities .........cccocoeeevenecence 4
VIVASTAIONS ..t 18
Rapidway stations ..o 36
Bus stops in York Region ... 5,398
Concrete pads at bus StOPS .....cveureeereereecrereeceneeene 4,482
Shelterswith DenChes ..o, 1,073
Waste/recycling receptacles..........cocoenrrernreereeeenne. 1,220
LED shelter ighting........coceeoeereerecereneereeeeeeseeseeeseeseeens 438

Solar bench with device charger........cocoovocninicncnien. 2
AcCESSIDLE STOPS ..ot 68%

BIKE FACKS. ...t 280

Bike repair stations ... 2

BiKE SHELEIS. ... 1
Cost of a rapidway vivastation..........cc.ceeeureneeeenee $1.2 million
Cost of a curbside vivastation ........ccceeeeeeevceeesene $550,000

100,000 Litre rainWater tanks ......oeo oo 5



CAPITAL ASSETS - FACILITIES CONTINUED...

CAPITAL ASSETS - FLEET

TECHNOLOGY

55 Orlando Bus Garage (LEED® Silver Certified)

Square footage. ..o 481,679
Square metres of reflective white roof ................... 42,480
Trees planted on the property ......cccocovoenerncncneeneen. 201
Vehicle storage capacity.....ccccoeenereeeneeneeneneeneeeeneene 197
= =T L= (oo ol TSR 53
Repair bus bays........oceeurereree e 26
ACTES OF LN et 24.8
Bus lanesinthe storage area .......c.ccococoeeeneercceceneenieen. 24
SKYUGNES 1o 19
8300 Keele St. [LEED® Silver Certified)

Square footage ..ot 223,684
Trees planted on the property.......ccccovoenneneneinencenee 33
Vehicle storage capacity.......cooeeerrreeneeeneeneneneneeeenes 170
=T =T L= (oo ol TSR 27
Repair buS Days. ..o 16
ACTES OF LANT. et 1.4
Bus lanesinthe storage area........cccooeneveeeerenecencenenne 24
SKYUGNES e 8
Rainwater tanks capacity (litres).......ccc.oecueereuneec. 300,000

18106-18110 Yonge St. [LEED® Silver Certified)

Square footage. ..o *120,000
Square metres of reflective white roof.........c.c........ *8,123
Trees planted on the property......cccooeeveecnenincenes *162
Vehicle storage capacity.......ccocorereereeeneereeeneeneeeeneens *110
=T =T L= (oo ol *38
Repair buS Days. ..o 10
ACTES Of laNT... et 12
Bus lanesinthe storage area......c.cocooeeererencencenecenen. *18

* Subsequent to 2019 renovation

YRT Fleet
ConventioNal VEhICLeS ..o 437
Viva BRT VENICLES. ... vt 103
Average bus life ..o 8.65years
Mobility Plus Fleet
SRAANS ettt ettt ettt enenenaee 56
VN VANS ettt et ee e ee e enane 37
ATDOC DUSES ..ot ee e 30
MV T VAN ettt eee e 4
ProMasterVanS ...t 7
70T (=1 VT T OO 3
School bus (used for training only) ........cccccoeveeevveeeeecerieeeenees 1

2018 Total Fuel Consumption by Contractor

Transdev (Southwest Division] .............. 5.4 million litres
Miller Transit (Southeast Division] ........ 4.4, million litres
Tok Transit (BRT ). 4.4 million litres
Tok Transit (North Division) ......ccoevee.... 2.5 million litres

Fare Equipment

Ticket Vending Machines [TTVM].....coorvoerveeeceeereeeere . 13
(cash, credit or debit)
Ticket Vending Machines (TVM] ..., 167
(cash and debit only)

Ticker Validators [TV, 171
PRESTO
BRT Fare Transaction Processor (FTP) ..o 206
Sales Processing Operating System (SPOS]...................... 13
Transaction Processing Terminal (TPT) ......ovvvcvvveveecnenee. 10
On-board equIPMENt ..o 455
Paratransit mobile devices ..o 140

Closed Circuit Televisions ([CCTV)

Terminals, facilities, vivastations........ccoeeeveveeeeennnn. 403
ON-DUS CAMEIAS ..o 3,685
Vehicle Systems

(073X OO 539
Variable Messaging Signs (VMS].........ocvveveeeeeceeere. 223
ON-Board SCreens. ..o 112
Vehicle on-board security camera recorders................ 656
Vehicle on-board cameras......oooeeeeeceeeceeeeeeeeeeeeeenn. 3,872
Mobility Plus tablets.......oocrrreece e 135
INSpectortablets ..o 15
LCD Passenger Displays......ccceererereneereeereeneneeneeneneens 7

BUS SIMULALOT . 2
ViIdEOWANL ...t 1




ENFORCEMENT

CUSTOMER DEMOGRAPHIC PROFILE *

Total 2018 Enforcement Statistics

Faresinspected, proof of payment .........cccccvvreuenee. 421,488
Fare evasions, proof of payment ..........cccococo v, 7,626
Evasionrate, proof of payment ........cccocoooennerncnen. 1.83%
Faresinspected, conventional.........ccooorurcreocncneenenen. 7,283
Fare evasions, conventional........coecveeeeeeeeeeeeeeeeeeeeren 121
Evasion rate, conventional .......cooeeeeeeeeeeeeeeeeenn 1.55%
COMMUNICATIONS

Total 2018 Communications Statistics

yrt.caunique Page VIEWS ......cccureeerrereeeeeereeneeenes 415 million
Social Media POSES ... 6,529
FACEBOOK KBS ... 5,923
TWItEEr FOLLOWETS. ..ot 7744,
Instagram follOWErsS ..o 1,380
YOUTUDE VIAEO VIEWS ... 182,700
YRT Official App active downloads..........ccocoeereererenennee 31,425

YRT Pay App active downloads........ccocvererrereenencineanee 26,738

"~ Richm | 'Il

Age Profile

L0 To =Tl T T OO 8%
N8R0 24 et 34%
2580 3 et 24%
11N (O I/ S NSR 13%
s P 17%
Gender

FOMIALE ettt 52%
MALE ettt ettt ettt ettt ee s 47%
(01431 iU 1%
Languagel(s) Spoken

ENGUSH e 98%
(04 2 1= RSSO TSRSV 24%
(03 o1 o =TT TR 1%
FrENCN e 9%
RUSSIAN ettt en e 3%
TAMNIL ettt ettt et e e eneneenenn 3%
Persian (FarSi) ..o 5%
JEALIAN ettt ettt en e 3%

VT K ettt ee e nen 47%
EAUCATION e 33%
PErSONAL ...t 20%

Customer Satisfaction (% of customers satisfied)

FreqUENCY ... 70%
Operating NoUrS. ... 83%
Connections to other routes.......ooeeeeeeeeeeeeeeeeeens 85%
Walking distance to YRT StOp ....ococeveereereneereeeneeneeen. 89%
Area your route COVETS ..ot 91%
Customer service (bus operators) ..........ccc.coeeueeeeenee. 96%
SafEty/SECUMILY oo o 97%
Overall satisfaction with YRT services........ccooeuue.... 89%
YRT PromMOtErsS. ... 36%

*Source: October 2018 Customer Satisfaction Survey






Please keep our environment green and recycle after use.

Yoﬁcﬁegion





