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Washington Metropolitan Area Transit Authority

Board Action/Information Summary

~ Action @ : .||Resolution:
OAction @ Information||MEAD Number:| | ~0 "2

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.
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WASHINGTON METROPOLITAN AREA TRANSIT AUTHORITY

Next Bus Performance

Customer Service, Operations, and Safety Committee

April 8, 2010




M Objectives

e Give six month updates on Next Bus
performance

e Update on-going efforts improving Next Bus
performance

e Current challenges

e Success stories




M Next Bus Customer Usage Post Launch

metro
Next Bus Monthly Usage Since July 2009
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Customer Complaints
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Next Bus Customer Usage vs. Complaints

Next Bus Usage vs Complaints

112 Complaints for Jan and Feb 2010
- 50 January 2010
- 62 February 2010

ERTRT R

e Complaints
Usage 112
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M

Responsibility Matrix With Performance Stats

Next Bus Responsibility Matrix & Performance Status
Week Ending January 23, 2010
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Available on Metro Intranet to all Operation Managers

Notifies Service Managers of route performance
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M Other Improvement Efforts

metro’

e Conducted weekly Next Bus meetings (Bus, IT, System
Maintenance and Customer Service)

« Trained all Service Operations Managers (SOM) and
Superintendents on how to use Next Bus to improve operation
performance

e Trained Customer Service Department on how to use Next Bus
to obtain information and answer customer guestions

» Replaced over 1000 GPS Antennas as built-in batteries are
beyond life cycle.
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M Ongoing Activities

o Create responsibility and performance matrix on equipment,
customer service, safety and schedule

* Replace radio components that have high failure rate at end of
life cycle

« Develop expanded notification of service disruptions for
customers and Customer Service use

« Enhance the monitoring of system availability to minimize
down time

« Update Bus Stop Database and add regional ID to Trip Planner
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M Challenges

metro’

« Upgrading equipment over next 60 days to increase reliability

e Continue training and enforcement of operator logon and
logoff of system

e Major service interruptions lessen the accuracy of arrival
predictability

« Equip all Service Managers with Laptops and wireless cards

Page 45 of 65





