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In March, Transit Operations reached an important milestone. For the
first time since we began tracking this indicator, bus On-Time Pullout
performance bettered the 99.50% goal. Even more impressive than the
overall achievement of the goal was the depth and breadth of the
improvement. In March, eight of the eleven bus divisions posted OTP
rates at or above the 99.5% goal and all divisions achieved OTP
percentages above 99.2%. Only two pullouts out of 70,000 were
cancelled in March. Bus On-Time Pullout Performance has improved by
nearly 0.5% since the beginning of FY00

Following a slight increase in February, Scheduled Revenue Service
Hours Lost returned to the record low level of 1.15% established in
January. In-Service On-Time Performance improved for the second
consecutive month and buses running "hot" declined to the lowest level
since reporting began on this indicator.

Maintenance performance was strong in March. Past Due PMP’s
improved for the seventh straight month and exceeded the goal for the
fourth consecutive month. Mean Miles Between Chargeable Mechanical
Failures increased by more than 6% compared to February.

Load Factor Compliance held steady at 98.9% in March.

The rate of MTA customer complaints per 100,000 boardings decreased
in March, following a February increase. The complaint rate in March
was 14.5% lower than the same month last year. Complaint rates for all
three contractors - First Transit Inc., Laidlaw, and TCI - increased in
March.

On-Time Pullout performance for both Heavy and Light Rail improved
sharply in March, following a decline in February. On-Time Pullouts
were above goal for both Heavy and Light Rail. Heavy Rail In-Service
On-Time Performance (ISOTP) declined slightly, but remained above
goal. March Light Rail ISOTP rebounded, following a sharp decline in
February, but remained below goal.
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The systemwide bus traffic accident rate reached a record high level in March. A
performance chart has been added to this report which tracks Workers
Compensation injuries for Operations on a monthly basis. Safety and Workers
Compensation injuries are two current areas of focus by MTA staff.

The format and content of this report continue to evolve. Your feedback on the
content and format of this report is appreciated. Please contact Josee Larochelle at
(213) 922-2231, if you have any questions regarding the information in this report.

March 2000 Highlights:

Bus Service Performance
~ Bus On-time Pullout Performance increased from 99.31% in February to 99.51%

in March. Eight of the eleven bus divisions posted OTP at or above the 99.5%
goal. All eleven divisions equaled or exceeded 99.2%.

> In-Service On-Time Performance increased to 58.15% in March. Early
departures ("running hot")decreased to 18.11%.

> Scheduled Revenue Service Hours Lost decreased from 1.25% in February to
1.15% in March.

Rail Service Performance
> Heavy Rail On-Time Pullouts rose from 99.3% in February to 100.0% in March.

Light Rail On-Time Pullouts increased from 99.0% in February to 99.7% in
March.

> Heavy Rail In-Service On-Time Performance dropped from 99.6% in February to
99.3% in March. Light Rail In-Service On-Time Performance increased from
95.7% in February to 96.7% in March, but remained below goal.

Maintenance Performance
> Mean Miles Between Mechanical Failures resulting in service disruptions of

more than ten minutes increased from 5,871 in February to 6,268 in March.
> Past Due Critical PMP jobs decreased for the seventh consecutive month from

0.24 per assigned vehicle in February to 0.23 in March.

Safety
> Traffic Accidents Per 100,000 Hub Miles increased sharply, from an adjusted

(late reports added)4.10 in February to 4.79 (unadjusted)in March. Safety
remains a focus of our training, mentoring and monitoring efforts in both the Bus
and Rail divisions.
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Reported Crimes per 100,000 Green Line Boardings increased from 1.39 in
February to 3.45 in March. Red Line reported crimes per 100,000 boardings
decreased from 1.24 in February to 1.01 in March. Reported Crimes per
100,000 Boardings for the Blue Line decreased from 1.81 in February to 1.69 in
March. Reported Crimes per 100,000 Boardings for the Bus mode increased
slightly for the second month, from 0.59 in February to 0.63 in March.

Customer Satisfaction
~ The rate of Customer Complaints decreased in March. There were 4.6

Complaints per 100,000 Boardings in February. The rate dropped to 4.4 in
March. The customer complaint rate for First Transit Inc. rose in March from
10.2 complaints per 100,000 boardings to 10.9 complaints per 100,000
boardings. Laidlaw’s complaint rate increased from 13.9 in February to 19.5 in
March. Complaint rates for these two contractors remain well above those of
MTA-operated service and the service Operated by TCI. TCI’s complaint rate
increased from 3.6 in February to 4.8 in March.
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Definition: On-time Pullout Performance measures the percentage of buses leaving the operating division within
one minute of the scheduled pullout time. The higher the number, the more reliable the service.

Calculation: OTP% = [(100% minus [(Total late and cancelled runs divided by Total scheduled pullouts)
multiplied by 100)]
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BUS SERVICE PERFORMANCE - Continued
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Analysis: In March, the percentage of On-Time Pullouts continued the upward trend begun in August 1998,
reaching and exceeding the goal. Combined outlates and cancellations declined 22% as compared to February.
Transit Operations experienced only two cancellations out of 70,000 pullouts. Reaching the 1.16 OAR and better
manpower management through the new TOTS system and training have resulted in reductions in March Outlates
and Cancellations due to lack of operator by 41% as compared to February. Delivery of new buses, improvements
in maintenance programs, and programs for identification and repair of chronically problematic vehicles reduced
Outlates and Cancellations due to mechanical failures by 21% for the same period.

Corrective Action: The Maintenance and Transportation departments continue to work together to eliminate
cancellations and reduce late pullouts. Operators are being required to report defects to Maintenance as soon as
identified to allow mechanics sufficient time to repair buses. The Maintneance department assigns mechanics to
work with operators during rollout to quickly repair defective buses. This management directive will assist in
reducing outlates.
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BUS SERVICE PERFORMANCE -Continued

Definition: This performance indicator measures the percentage of scheduled buses that depart selected time
points no more than 15 seconds early and no more than five minutes later than scheduled.

Calculation: ISOTP% =1-((Number of buses departing early + Number of buses departing more than five
minutes late)/(Total buses sampled))
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BUS SERVICE PERFORMANCE -Continued

Analysis: Progress has been made in reducing early departures ("running hot"). Divisions continue to use yard
supervision and supervisory staff at off-street terminals to improve on time departures. Undercover rides have been
instituted on chronic schedule violators and supervision deployment is targeting specific corridors and lines.
However, improvement is very difficult. As the percentage of early departures has decreased, late departures have
increased.

Corrective Action: Transportation will continue to monitor operator performance with continued high levels of
supervision and stringent disciplinary procedures. The improved reliability of the buses will reduce delays due to
malfunctions.
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BUS SERVICE PERFORMANCE o Continued

Definition: This performance indicator measures the percentage of scheduled service hours not delivered as a
result of cancellations, outlates and in-service equipment failures.

Calculation: SHL% = (Total Service Hours Lost divided by Total Scheduled Service Hours)
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BUS SERVICE PERFORMANCE - Continued

Analysis: The number of Revenue Service Hours lost continued to declne during the period. Transportation and
Bus Operations Control have expedited procedures for the movement of buses to replace coaches that have failed
in service. The decline is also related to genreal improvements in fleet reliability. These improvements have
resulted in a reduction in road calls, which has a direct, positive impact on reducing lost service. The combination
of Transportation and Maintenance efforts has gone a long way toward meeting the 1% goal.

Corrective Action: The Maintenance department will continue to focus on vehicle preventive maintenance, in an
effort to continue the improvements in equipment reliability. With improved reliability, the number of road calls and
related lost service should continue to decline. The Maintenance Department will also continue programs to reduce
heat related defects to minimize service disruptions during the upcoming hot summer months. Transportation and
Bus Operations Control will continue to use delay mitigation strategies, schedule manipulation and field supervisory
staff to reduce lost RSH to the absolute minimum to support MTA passenger and customer service goals.
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BUS SERVICE PERFORMANCE - Continued

Definition: As part of the Consent Decree, the MTA set a Load Factor target of 1.35. A 1.35 Load Factor means
that the passenger load over any given twenty-minute period, does not exceed more than 135% of the available
seats. Load Factor Compliance is the percentage of twenty-minute observations made during Daily operation
(excludes Saturdays, Sundays and Holidays) in which the Load Factor does not exceed 1.35.

Calculation: Daily Load Factor Percent Compliance = Daily twenty-minute observations in compliance divided by
the total number of Daily twenty-minute observations.
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Analysis: This chart shows that the MTA continues to achieve nearly a 99% load factor compliance rate for the
last three months surveyed. The solid dark line is the "trend" line which shows a steady increase in compliance
over time. The improvements are due in part to the addition of 130 buses since December 1998, which were added
as part of the MTA remediation plan. Other factors which have increased compliance are intensified on-street
monitoring and improved fleet performance.

Corrective Action: Operations will continue to work with Transportation staff, operators and supervisors to improve
schedule adherence and with maintenance staff, mechanics and supervisors to improve service reliability. In
addition, Operations will continue to work with Scheduling to adjust service level to improve load factor compliance.
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BUS SERVICE PERFORMANCE - Continued
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Definition: Boardings per hour is the number of passengers estimated to board during one hour of revenue
service.
Calculation: Boardings/Hour = (Total Passenger Boardings divided by Total Revenue Service Hours)
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Analysis: During December, 60 buses were added to reduce overcrowding. This caused an increase in the
number of Revenue Service Hours.
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BUS SERVICE PERFORMANCE - Continued
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Definition: On-time Pullouts measures the percentage of trains leaving the yard within ninety seconds of the
scheduled pullout time. The higher the number, the more reliable the service.
Calculation: OTP% = [(100% minus [(Total cancelled pullouts plus late pullouts) divided by Total scheduled
pullouts) multiplied by 100)]
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Analysis: During Q3 of FY 00, there were no late pull-outs in January and March. The OTP remained at 100%. As
for February, the Heavy Rail OTP fell slightly below the goal to 99.4%. This was primarily due to an unsuccessful
download attempt of the Transit Automatic Control and SCADA System (TRACS) software for a Segment 
application, which caused a slight delay in trains leaving the yard on time.

Light Rail exceeded its 99% OTP goal for each month within Q3 of FY00.

Corrective Action: Rail Operations Control has coordinated with the TRACS system technical staff and has
confirmed that all future testing/installation of this software will be performed at times which will not impact the
operation of revenue service.
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