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• Review Metro System Performance Results for the Second Quarter of FY06
• Performance Result is done in two ways:

• Operating Performance:  Service Provisions
Safety and Security
Customer Satisfaction
Average Weekday Ridership

• Customer Satisfaction is evaluated by our customers utilizing an ongoing 
phone surveying methodology

PURPOSE
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PERFORMANCE INDICATORS - METRORAIL

**The Part 1 Crime Goal is to reduce crime by 5% from last year’s levels.  The goal fluctuates each quarter.
***New FY06 indicator, no FY05 Goal was established

• For the past quarter the performance indicators continue to show improvement
• The Mean Distance Between Delays continues to trend in the right direction toward goal attainment. The 

MDBD for the second quarter of FY06 is 33% higher than the same period in FY05. Overall brake 
subsystem performance of the rail cars was approximately the same as in FY05. Door performance was 
22% better and the number of delays due to ATC subsystem was 45% less than this period in FY05

• All Safety and Security indicators continue to trend in the right direction
• Ridership continues to trend upward and from last year
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Base: 352 Rail Riders

CUSTOMER SATISFACTION - METRORAIL
Q2, FY’06 RESULTS - OVERALL SATISFACTION WITH SERVICE

4%DISSATISFIED

8%NEUTRAL

88%SATISFIED

METRORAILLEVEL OF SATISFACTION

% May not add to 100% due to exclusion of “Don’t 
Know/Refused” and rounding.

• Customer satisfaction remains high, with 88% of customers expressing satisfaction in the second quarter 
of FY06.  The satisfaction index scores for service elements remained stable with the exception of “safety” 
which experience a significant increase
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PERFORMANCE INDICATORS - METROBUS

• For the past quarter the performance indicators continue to show a positive trend in most categories
• The Mean Distance Between Failures for the second  quarter shows an increase of about 8% over the 

first quarter. Within the quarter MDBF showed a 26% increase between October and December, 
reflecting in part the delivery of new buses and the corresponding retirement of the oldest and least 
reliable buses in the fleet

• For the first half of the year MDBF did not meet the FY forecast of 6,000.  However, with the continued 
arrival of new buses (a total of 417 new buses will be received by the end of the FY) and completion of 
other maintenance campaigns, Bus Maintenance projects that MDBF will exceed 6,000 for the 
remaining months, and that the fiscal year end average will be 5,700 

• Customer satisfaction declined in the second quarter, with the reliability index leading the decline.  In 
contrast, the number of complaints dropped 18% between October and December  
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Base: 249 Bus Riders

CUSTOMER SATISFACTION - METROBUS
Q2, FY’06 RESULTS - OVERALL SATISFACTION WITH SERVICE

13%DISSATISFIED

14%NEUTRAL

73%SATISFIED

METROBUSLEVEL OF SATISFACTION

% May not add to 100% due to exclusion of “Don’t 
Know/Refused” and rounding.

• The percentage of Metrobus customers that are satisfied with the service dipped from 85% to 73% during 
the second quarter; however, the index ratings for the service elements do not disclose any specific 
reasons for this dip
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PERFORMANCE INDICATORS - ELES

• Escalators:  System availability continued an upward trend and exceeded the goal in December.  Mean Time 
Between Failures indicator remains high, exceeding the goal during October, November, and December

• Elevators:  System availability and Mean Time Between Failures indicators declined in October, November, 
and December due to modernizations at Addison Road, Cheverly, and Forest Glen.  The decline is also 
attributed to high failures at Forest Glen and Pentagon

• Customer Satisfaction measures shows some improvement over last year but remains lower than our forecast
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CUSTOMER SATISFACTION - ELES
Q2, FY’06 RESULTS – OVERALL SATISFACTION WITH EQUIPMENT

25%15%DISSATISFIED

18%9%NEUTRAL

56%73%SATISFIED

ESCALATORELEVATORLEVEL OF SATISFACTION

% May not add to 100% due to exclusion of “Don’t 
Know/Refused” and rounding.

Base:  364 rail users and 86 elevator users

• Customer satisfaction with escalators remains low at 56%.  However, perceptions of escalator availability 
or equipment functioning improved significantly

• Almost three-quarters (73%) of elevator users express satisfaction with the equipment.  This is a significant 
drop from the 85% reported in the first quarter; however, the sample for elevators is small and subject to 
such wide variations
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PERFORMANCE INDICATORS - METROACCESS
At this time, there is no measure of customer satisfaction for MetroAccess.  Complaint 
tracking is used as substitution.  

• On-time performance dropped in the second quarter due to continued last-minute scheduling of trips, a 
higher-than-average utilization of taxis, and incremental transition of trips between service providers
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METROACCESS

• The conversion to the new service contractor has resulted in massive data cleanup and implementation of 
tracking and monitoring tools.  The transition has been difficult and disruptive, but we are now able to 
independently verify on-time performance and more efficiently schedule trips

• In response to queries from customers, automated alert calls are being implemented on February 6th to 
notify riders when their vehicles have arrived, to reduce the incidence of customer no-shows and missed 
trips

• Since the transition formally occurred on January 15th, on-time performance has risen from 79% to 93.5% 
as of Thursday (January 26th, 2006)


