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TITLE:  

Next Bus Performance  

PURPOSE:  

Provide an update on Next Bus performance for the last six months and ongoing efforts to 
improve the service.  

DESCRIPTION:  

The presentation will provide an update on Next Bus performance for the last six months and 
ongoing efforts to improve the service.  An overview of the current challenges 
encountered including efforts and plans to overcome these issues and correct them.  Next Bus 
accomplishments and successes will also be covered. 

FUNDING IMPACT:  

No impact on funding.  

RECOMMENDATION:  

There is no recommendation. 

 
 

Washington Metropolitan Area Transit Authority 

Board Action/Information Summary 

Action Information MEAD Number: Resolution: 
Yes No 
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Next Bus PerformanceNext Bus Performance

Customer Service, Operations, and Safety Committee

May 13, 2010

Page 31 of 96



ObjectivesObjectives

• Give six-month updates on Next Bus 
performance 

• Update on-going efforts improving Next BusUpdate on going efforts improving Next Bus 
performance 

• Current challenges

• Success stories
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Next Bus Customer Usage Post LaunchNext Bus Customer Usage Post Launch

600,000 

Next Bus Monthly Usage Since July 2009
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IVR Calls 69,242  87,197  114,075  170,404  165,925  158,412  180,023  143,139  189,923 

‐

Web Views 152,881  143,052  157,622  183,157  184,765  245,881  273,276  409,414  316,442 
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Next Bus Customer Usage vs  ComplaintsNext Bus Customer Usage vs. Complaints

Next Bus Usage vs Complaints
148 Complaints for Jan-Mar 2010
- 50 January 2010
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- 62 February 2010
- 36 March 2010

15

11
12

14

4

2

6

2

6

4
3

9

2

4

6

33

5
4

6

3

U

Complaints
148

0 0 0
1

0 0
1 1

0
1

0 0 0 0

N
o 

Sh
ow

ow
 S

no
w

re
di

ct
io

n

ed
ic

tio
ns

ss
in

g 
ID

p 
W

ro
ng

Pl
an

ne
r

M
es

sa
ge

ac
cu

ra
te

st
 B

us
es

e 
Po

st
in

g

W
eb

pa
ge

Usage  
1, 512,217 

148 N

N
o 

Sh
o

N
o 

Pr

In
ac

cu
ra

te
 P

re

Bu
s 

St
op

 M
i

Bu
s 

St
op

Tr
ip

 

IV
R
 M

LE
D

 S
ig

ns
 I

na

G
ho

s

M
es

sa
ge

N
ex

t 
Bu

s 
W

Page 34 of 96



Responsibility Matrix With Performance StatsResponsibility Matrix With Performance Stats
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Real Time Key Performance Indicators DashboardReal-Time Key Performance Indicators Dashboard

N tifi S i M f t f• Notifies Service Managers of route performance
• Available on Metro Intranet to all Service Operation Managers (SOM)

Next Bus Predictability

0.8

0.9
AM MID Day PM

Next Bus Predictability

0.5

0.6

0.7

0.3

0.4

0.1

0.2

SNOW DAY!
0

2/1 2/2 2/3 2/4 2/5 2/6 2/7 2/8 2/9 2/10 2/11 2/12 2/13 2/14 2/15 2/16 2/17 2/18 2/19 2/20 2/21 2/22 2/23 2/24 2/25 2/26 2/27 2/28

Page 36 of 96



Success StoriesSuccess Stories

l d h h l• Next Bus was critical to many customers during the historical 
snow storms in December 2009 and February 2010

• December Usage:
– Highest usage (20,005) December 20, 2009Highest usage (20,005) December 20, 2009
– Average daily web usage (7,932)

• February Usage:
– Highest usage (45,736) February 12, 2010
– Average daily web usage (14,622) 
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