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Operational and Financial Components of Transit Status
Cost Recovery Level (revenue to cost ratio)
Subsidy Level (municipal operating contribution per capita)
Net Direct Operating Cost per Passenger
Average Fare
Cost Effectiveness (operating expenses divided by regular passenger trips)
Cost Efficiency (operating expenses divided by vehicle hours)
Service Effectiveness (passengers per revenue vehicle hour)
Service Utilization (passengers per capita)
Amount of Service (revenue vehicle hours divided by service area population)
Average Speed (revenue vehicle km divided by revenue vehicle hours)
Vehicle Efficiency (total vehicle kilometres divided by number of active vehicles)
Labour Efficiency (total revenue vehicle hours per operator paid hour)

Institutional Context Components of Transit Status
Provincial Subsidy Level
Public Operation (vs. private contractor)

Urban Form Components of Transit Status
Population (transit service area population)
Density (transit service area population / transit service area)
Dwelling Ratio (ratio of high density to single family housing)
University Presence
Monocentric (single-centre) Urban Form
Metropolitan Satellite (suburban) City

Socioeconomic / Market Components of Transit Status
Percent of Population 15-24
Percent of Population 65 and older
Male-Female Ratio
Average Income
Employment Category (Percent "white collar")
Educational Status - university/college, and less than high school
Percent Immigrant Population

Sustainable Transportation Components of Transit Status
Modal split for transit, walking, biking (vs. single occupant vehicle)
Fuel use/efficiency for transit
Median commuting distance
Average speed of transit (SEE ABOVE)
Cost recovery level of transit (SEE ABOVE)
Amount of transit service (SEE ABOVE)

based on Newman & Kenworthy
1999 - (availability: Statistics
Canada, CUTA)

TRANSIT INDICATOR VARIABLES
What variables might help to uncover the status of MSC transit systems?

(availability: CUTA)

For use in the principal component analysis

based on the literature - (availability:
Statistics Canada)

based on CUTA fact book; Fielding
et al. 1985a; Hartgen & Segedy

1996; Newman & Kenworthy 1999 -
(availability: CUTA)

based on the literature - (availability:
Statistics Canada, CUTA, other)
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Theme Dislike/Concern/Comment Samples of Actual Comments
Schedules
and
Connections

Comments about transferring and timing:
�  #14 scheduling for connecting to other routes

�  having to transfer in the evenings due to shift to night routes
(long waits, missed connections, substantial increases in travel
times)

�  long waits for transfers

�  duplication of service with routes that run at the same time to
the same places

�  uneven running of #16 service (instead of evenly spaced
frequency)

�  because of #14 time
change, it's not a smooth
transfer in the afternoons

�  time change in the #14
route

�  after 6:00, I have to take
16 to terminal and wait 40
min. to next one; too long
& have to transfer after
6:00

�  if the bus isn't on time, I
miss my transfer
connection: "a pain in the
butt"

�  the way that they do the
scheduling is that all buses
arrive at the same time...
have to wait, 2 routes run
in similar places at the
same time

�  scheduling not done well
(don't even out use of
buses for #16 runs)

Coverage Poor service coverage to some areas;

Absence of direct routings

�  Thorold service is "really
bad"

�  "bus system to Thorold is
crappy"

�  could use more buses in
West end

�  how there's nothing from
Pelham to Brock directly
(have to transfer)

�  no direct route from Brock
University to St. David's
area

Peak vs. Off-
peak Service

Inconsistency in schedules between daytime and evening/weekend;

Complaints about service reductions to hourly after 6pm and on
weekends

�  at night, I have to transfer
(#4 doesn't run)

�  schedules change a lot
�  weekend service isn't that

good (not organized like
during the week)

�  schedule changes after 6
& only every hour
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Hours of
Operation

Lack of evening, weekend service to some areas

Closure of the transit office before service ends

�  "crummy night service"
�  when I was working, there

was no Sat., Sun. service;
no evening service on #14

�  no buses to Thorold on
Sundays, or after 10

�  the fact that they shut
down the transit hub at 10
- dangerous at night

Frequency Not frequent enough on some routes during the day (e.g., #21) �  the Thorold bus (#21) only
goes to Brock once an
hour

�  buses don't run often
enough on the weekends

�  "night sucks cause it's
every hour"

Sunday
Service

Sunday service issues:
�  Lacking Sunday service to some areas
�  Not enough Sunday hours (need for service at or before 10am

& after 6pm)

�  no weekend, evening
service

�  "Sundays are a problem" -
not enough (every 60
min.) and only starts at
11:00

�  no service after 6 on
Sundays

Crowding Crowding, mostly on services to and from Brock University �  the #16 is sometimes
really crowded

�  can't get on the bus; "I'd
be home by now, if I'd
driven"

�  when the buses are too
full... you've been waiting
and you can't get on

Bus
Operators

Customer interaction issues with some operators �  "sometimes bus drivers
can be snotty, mean"

�  "bus drivers' social skills"
Fares Fare and pass prices too high �  the high bus fares & pass

prices
�  a quarter more than

anywhere else
On-time
Performance

Schedule adherence problems, particularly outside of downtown �  not really reliable;
sometimes early and
sometimes late

�  don't show up on time
outside of downtown

Vehicles Vehicle-related concerns relating to age/condition, exhaust, lack of
accessible (low-floor) buses in use

�  buses seem old and break
down sometimes

�  exhaust comes in to the
bus when the heat is on

�  not enough handicapped
buses

Bus Shelters Shelter deficiencies (number and quality) �  not enough bus shelters or
places to sit
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Transit System

CUSTOMER SURVEY RESPONDENTS 
By Transit Usage (one-way trips per week)

0 to 3 4 to 7 8 to 11 > 12
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CUSTOMER SURVEY RESPONDENTS 
Share of Weekly Travel by Transit

25% or less 26 to 74% 75% or more
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Transit System Average Weekly 
One-way Transit 
Trips

Average Share of 
Weekly Travel by 
Transit

Ajax/Pickering 7 53%
Kamloops 9 70%
London 12 85%
Saint John 10 58%
Saskatoon 13 75%
St. Cath./Thorold 9 65%
Thunder Bay 10 62%

TRANSIT USAGE
Average of Respondents by City
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St. Catharines/Thorold: Percentage of the Time Respondents Transfer

fewer than 1/4 of 
trips
42%

between 1/4 & 3/4 
of trips
15%

over 3/4 of trips
43%

Attitudes towards Transferr ing in St. Cath./Thorold:
Those transferr ing 25% of the t ime or less

No response (not 
asked)
70%

Positive
24%

Mixed/Indifferent
6%

Negative
0%

Attitudes towards Transferring in St. Cath./Thorold:
Those transferr ing between 26% and 74% of the time

No response (not 
asked)

0%

Positive
33%

Mixed/Indifferent
17%

Negative
50%

Attitudes towards Transferring in St. Cath./Thorold:
Those transferr ing at least 75% of the time

No response (not 
asked)

0%

Positive
41%

Mixed/Indifferent
35%

Negative
24%
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ST. CATHARINES TRANSIT COMMISSION

St. Catharines & Thorold, Ontario

%Yes %No

$�%&� � �. "<�"�	 , 1 � � 0� , � � � �1 � � � � � � � � � � � �� � � �� � � � � � � � � � �� � � � � � � �� � � � � � � � %�� � �� &� � � , � � �� &� 0� �
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CASE STUDY SYSTEMS (ALL)

Ajax-Pickering, Kamloops, London, Saskatoon, Saint John, 
St. Catharines-Thorold, Thunder Bay

%Yes %No

$�%&� � �. "=�"�	 , 1 � � 0� , � � � �1 � � � � � � � � � �� � � � � � � � %�� � �� � � �� &� � � , � � � �� &� 0� � � � �- � � � �� � � � �� � &� � �� � � � � � �

� � � � � , � (

� � ) � � �. "6�"�� � � 1 � � � � � � � :�9 � � � � � %� � � � �� � �1 � � �, � � � � � � �� � � � � � � �� � � � � , �� , 1 � � 0� , � � � �

System Total
Ajax/Pickering 48 19 40% 29 60%
Kamloops 42 30 71% 12 29%
London 48 30 63% 18 38%
Saint John 38 23 61% 15 39%
Saskatoon 40 23 58% 17 43%
St. Cath/Thorold 37 29 78% 8 22%
Thunder Bay 58 25 43% 33 57%
All respondents 311 179 58% 132 42%
These calculations exclude incomplete surveys (n=21)

Yes No
Pay More for System Improvements?
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Service Characteristic
Transportation representative Customer service representative St. Catharines & Thorold All Case Study Systems
A B 19% want to see improvements 20% want improvements

We're trying to improve it more politeness by some of the drivers 
Raised it from a C yeah, at the terminal: more friendly and 

approachable
Information board panels on the glass at the 
terminals for customer service notices

more conscientious drivers; make it a more 
enjoyable experience

Large glass board downtown also going in customer service representatives are usually 
fairly miserable

B not rated 78% want to see improvements 58% want improvements
18 hours: 6:00 to midnight earlier (5 am) & later (til 12 or later) 
we could always improve, but are working 
within the budget we have

Sundays are a problem - not enough (every 60 
min.) and only starts at 11:00
night to 1:00; start earlier on Sunday
more coverage on the weekends & at night (til 
2:00)
put back #14 to half-hour & add evening 
service on #14
nice if they ran a Bullet during the day 
around Niagara St. at night, Hartzel at night 
I think they should run buses on a regular 
schedule all the time & holidays only run on 
Sunday schedules; need buses on Sundays 
after 5pm

B not rated 76% want to see improvements 58% want improvements
weekends - every 30 instead of 60 minutes

more often to Downtown with the Bullet 
bus to Pen from Brock (#122) could run as 
often as #16 (every 15 min.)
at least every 20-30 min. on every schedule

should be every 15 min. for primary routes
6-11pm: more often than every hour

A not rated 19% want to see improvements 22% want improvements
good with interlining more express service from Brock to Downtown

we used to have the Brock Bullet... haven't 
seen them around... re-introduce that... so 
many people on the bus, I'm late for my 
transfers

would improve with more frequency at night

sometimes the trips are too long (e.g. to 
Walmart)

A not rated 30% want to see improvements 39% want improvements
we do cover the whole city Bunting, Niagara, Hartzel at night

Stokes bus: should be a bus from 
Confederation to the depot, instead of 3 buses
more service from Thorold to Brock U
no transit on weekends in North End near 
QEW 
further out into Grimsby
okay in St. Catharines; Thorold needs 
improvement
more in West end: down 4th Ave./ Vansickle; 
and to rural areas

A not rated 16% want to see improvements 24% want improvements
okay at terminal, but a problem outside of 
transfer points (meaning terminals)
transfers don't line up at night; have to wait in 
the dark for 20 min.
it's pretty good; they hold buses for you
okay; still need to work on it; "a little too 
perfect"

ST. CATHARINES / THOROLD: QUALITY OF SERVICE & CUSTOMER IMPROVEMENT REQUESTS

Survey respondents' desire for improvements

Customer service
we do an excellent job of customer service 

Grade given by Officials for Current Service

Coverage (officials) / Service to 
Areas Without Transit 
(customers)

Bus Transferring

we maintain a service even in areas where 
ridership is low

we give lots of transfer points and connections

Hours of Operation

we could improve evenings, weekends

Frequency

Transit Travel Time (time it takes 
to travel by bus)

good for the size of our community (30 
minutes - 60 minutes)

have options on routes to take at :00 and :30, 
or :15 and :45
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A not rated 30% want to see improvements 23% want improvements
We go overboard to provide lots of training for 
safety -- for operators and maintenance people

in the evenings, standing passengers; they 
don't allow the elderly to sit    

they don't shovel stops in winter; drivers don't 
move close enough to the curb and open 
doors too early

drivers are not good at breaking when it's 
crowded - unsafe for children 
terminal should stay open til bus service stops

A (for buses) / B (for stops) A 32% want to see improvements 34% want improvements
We do what we can on stops Winter, snow are issues shelters could use cleaning; buses are clean

We follow-up on anything that's reported Cleaning up broken glass on a regular basis 
now

they're terrible, especially the stops; 
vandalism, garbage; in the winter, clean stops 
of garbage & ice for safety

Cleaning up graffiti now within 24 hours at 
shelters

graffiti, gum need cleaning, smashed windows 
at stops

Upgraded from probably a D
Also more garbage cans in shelters

A not rated 24% want to see improvements 29% want improvements
We have an excellent rider's guide they could put information in more bus shelters

need to do better; advance warning for road 
construction - newspaper & news reports for 
changes and detours

better if they were posted more places 
(schedules); hard to read at Brock (the posted 
schedules)

need better phone service; web & pamphlets 
good

more consistent service (day vs. evening, 
weekend)
more newer buses
stagger buses from downtown running to 
similar parts of town (reduce redundancy)
more Brock Bullet service
improve exhaust system or change buses to 
natural gas
16 comments about Sunday service needs

5 comments about need to reduce 
crowding

Other Customer Issues, 
Improvement Requests

Information on bus routes and 
times

Cleanliness of buses and stops

Safety and Security (of buses 
and stops)

We meet the CVOR requirement

yeah, mainly buses are kinda dirty 

A little low on budget in that area

We have a website, access to a phone 
number to call for information
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Interview Guide A:

Interview Guide -- Transit Manager / Director

_________________________________________________________________________________
This interview guide (Sections N, V, W, X) is intended to be used for transit personnel with a 'bigger
picture' view of the entire system (i.e., transit managers, directors).

(N) Background:
(N.1) What is your current title/position at <name of transit system/organization>?

(N.2) What are your main areas of responsibility?

(N.3) How long have you worked in the transit industry? _______ (years)

(N.4) What other positions have you had in the transit industry (describe)

(X) General Exploratory Questions - (for Transit Manager / Director)
(X.1) What is your personal view of the transit system?  (i.e., How would you describe two
things that work really well and two things that need some work?)

(X.1.B)  What do you think the average citizen of <community> (e.g., riders, non-riders, city
gov't, business community, others) thinks about the current system?

(X.2) What are the drivers of change for your system?

(X.3) What are your current goals and targets?

(X.4) How do you establish future goals and targets?…(is planning involved?)..

(X.5) What do you think the system will be like in 10 years?  What will it look like, and how will
it be viewed?
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(X.6) Do you think public transit will become more critical in the future? (in what ways…) (i.e.,
how important could it become?…re: modal split, environmental aims, etc.)

(X.7) What is needed to get you there in terms of…  (i.e., how innovative, dynamic, open to
new ideas are they…)
a) Technology?

b) Finance?

c) Policy?

(Follow-up here with prompts if necessary, re: ITS technologies, vehicle technologies, financial policies - cost recovery,
financial strategies - gas tax, other new revenue sources from prov/fed governments, policies such as walkable communities,
transit friendly planning/transit oriented development, transit planning before development)

(W) Financial Issues - (for Transit Manager / Director)

(W.1) What are the key components of your transit financial situation in terms of…
A) overall position (do you operate 'in the black')

B) revenues (what are the revenue sources?)

C) costs (what are the major cost elements?)

(W.2) What are the important finance related policies?
For example, cost-recovery targets, setting fare prices, price increases…

(W.3) Has your organization considered any financial innovations for your system (such as…
or related to… -- see list of potential issues, depending on system)?

New funding sources?  (for operating and/or capital)
- From other levels of government?  Federal, provincial, local taxation?
- School charters? Other local charters (e.g., for a private company -- thinking Transit Windsor's Casino shuttle
here)?
- Parking lot charges?
- Cross-boundary service provision under contract?
- New forms of Advertising?
- Map/ride guide sales to raise revenues?
- Participation in programs for operating or capital funding (e.g., programs for new vehicle purchase)?

New approaches to operations and management
- tracking financial performance (different metrics)?
- cost control and tracking (with an eye to increasing efficiency) ?
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- Sub-contracting or Privatization of some services?
- Goals for system or route cost-recovery levels?

Fare innovations: smart-cards, electronic farebox tracking of fare type, new fare media?

Ways to attract selected market groups -- students (e.g., u-pass programs), discounted senior passes?

(V) Issues relating to Labour & Organizational Structure of the System

(V.1) How would you describe your labour/organizational structure? ( staffing compliment –
drivers/maintenance – management? – operations, maintenance, planning, etc.)

(V.2) What are the key challenges from a labour (human resources) standpoint?
(issues with rush hour shifts, 'deadheading'?)

(V.3) Has your organization considered any new directions related to labour/organizational
structure such as…?

a) subcontracting components ( from either drivers, maintenance, or planning even)
b) flexible scheduling
c) shift from current operating model (i.e., towards more public, more private, direct

municipal dept., etc.)
d) training and education opportunities

(Z) Do you have any further comments you'd like to make about <name of system> currently or
in the future, either related to or not related to anything we've discussed today?

Interview Guide B:

Interview Guide -- Detailed Version for Division Directors; Planning & Marketing Staff

_________________________________________________________________________________
For all interview participants…
Section N is to be asked to all interview participants that use this interview guide (B).

(N) Background:
(N.1) What is your current title/position at <name of transit system/organization>?

(N.2) What are your main areas of responsibility?

(N.3) How long have you worked in the transit industry? _______ (years)

(N.4) What other positions have you had in the transit industry (describe)

_________________________________________________________________________________
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For person(s) in charge of service planning and/or operations…
Sections P, Q and R apply to transit personnel that would have responsibilities relating to development
(planning) and/or operating the transit services.

(P) Current Transit Service:

(P.1) Now turning to some specifics… How well in terms of a grade (e.g., A+, C-) would you
rate the job <name of system> does on each of the following?

____ Customer service (A)
Comments: _________________________________________________________________
____ Hours of operation during the day (B)
Comments: _________________________________________________________________
____ Frequency of service (C)
Comments: _________________________________________________________________
____ Time it takes to travel by bus (D)
Comments: _________________________________________________________________
____ Coverage of the city/communities (origins and destinations) (E)
Comments: _________________________________________________________________
____ Bus transferring (F)
Comments: _________________________________________________________________
____ Safety, security (buses/stops) (G)
Comments: _________________________________________________________________
____ Cleanliness of buses/stops (H)
Comments: _________________________________________________________________
____ Information about bus routes/times (J)
Comments: _________________________________________________________________
____ [other issue specific to system] (K)
Comments: _________________________________________________________________
____ [other issue specific to system] (L)
Comments: _________________________________________________________________

(P.2) Is there's anything else in regards to service you feel the system…
(A) does well, or

(B) needs to work on?

(Q) Transit Goals and Planning

(Q.1) What are current goals and priorities for…
A) service / operations

B) vehicles and maintenance
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C) finances (e.g., cost-recovery of services)

Clarification questions, if required (if relevant to role in organization):

What's been the policy and priorities regarding finances… e.g., cost-recovery targets for system, individual
routes?

Number of passengers for routes to justify service?

Setting fare prices, price increases -- how fare prices are set, zonal fare structure?

(Q.2) What process do you use to establish goals and priorities (planning)?

(Q.3) What has been your track record in meeting previous goals and priorities?

(Q.4) (Trends): Have there been recently/Do you foresee any changes to these priorities?

(R) Improvements & Innovations:
(R.1) Are there changes or improvements to transit service you would like to see/to make?  (Or
that are currently planned?)

(as a followup -- if not addressed in R.1 -- to draw out details and relate to above assessment in P.1):
Are there any changes or improvements to transit service you foresee <name of transit agency> making
in regards to any of these?

____ Customer service (A)
Comments: _________________________________________________________________
____ Hours of operation during the day (B)
Comments: _________________________________________________________________
____ Frequency of service (C)
Comments: _________________________________________________________________
____ Time it takes to travel by bus (D)
Comments: _________________________________________________________________
____ Coverage of the city/communities (E)
Comments: _________________________________________________________________
____ Bus transferring (F)
Comments: _________________________________________________________________
____ Safety, security (buses/stops) (G)
Comments: _________________________________________________________________
____ Cleanliness of buses/stops (H)
Comments: _________________________________________________________________
____ Information about bus routes/times (J)
Comments: _________________________________________________________________
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____ Orientation of route structure (downtown vs. suburban node focus) (K)
Comments: _________________________________________________________________
____ Transit priority measures -- re: competition with auto traffic (L)
Comments: _________________________________________________________________
____ Connections with other travel modes (park & ride, bike & ride, walking access) (M)
Comments: _________________________________________________________________
____ [ issue specific to system in question]  (N)
Comments: _________________________________________________________________

(R.2) on new service introduction…
A) What's the general policy on adding new services?

B) What new services have been added in the last couple of years (both in terms of
geography and operations)?

C) Which types of services (e.g., Express bus, BRT, LRT, community shuttle/senior services,
campus/student-oriented services) have been discussed for the future of <name of
system>?

D) Which areas of the city have been targeted for future new or improved services?

(R.3) on travel time/competitiveness to auto…
A) What's your opinion regarding transit travel times?

B) (if relevant - linked to R.2.D) Have you ever considered any rapid transit options to improve
transit travel times? (e.g., express buses, BRT, LRT, etc.)

C) (if relevant) Has there been consideration of introducing/expanding park & ride services?
Where would these be located -- for which destination(s)?

(R.4) on technological innovation (ITS)…
(A) Are you aware of some of the ITS (intelligent transportation systems) options available for

transit agencies now?
(e.g., queue jumping/transit priority traffic signaling, HOV lanes, real-time/GPS tracking for schedule adherence,
real-time customer information, new scheduling software)

(B) Are you aware if any are in use here for service/operations? How would you describe the
value added by incorporating any (or more) in the future?

(R.5) on technological innovation (new vehicle technologies)…
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A) Has there been a move to introduce more accessible vehicle technologies to regular bus
service?  What's been the relationship to parallel/specialized/custom transit service (if
applicable)?

B) Where is this at now? (how many vehicles, routes)  Are there plans to expand and
eventually reach full accessibility?

C) What are / have been the challenges of providing accessible service? (how have they been
overcome)?

D) Have you considered the use of newer vehicle types (e.g., community shuttle buses, double
decker, articulated) and, if so, in what ways have you thought of using them (i.e., routes,
locations, types of service)?

F) Has there been consideration of alternative fuel types for vehicles? (Hybrid buses, electric,
natural gas, biodiesel)

________________________________________________________
To person(s) in charge of communications and marketing…
Section Y applies to transit personnel that would have responsibilities relating to customer service,
marketing and/or communications for the transit agency.

(Y) COMMUNICATIONS & MARKETING:

On communications strategy…
(Y.1) What have been the primary ways used to communicate information about transit to your
potential customers?

(Y.2) What has been the role for marketing / advertising?

(Y.2.B) Have you been active in the CUTA "Wherever life takes you" campaign? (describe)

(Y.3) Have there been / are there any plans for marketing to specific target groups?

(Y.3.B) [if so…] What messages have been used? (Have you appealed to people with
environmental, economic development, cost savings vs. parking, time/comfort, etc.
arguments? (Others?)

(Y.4) What do you see as the current market for transit in <community>?  Do you see this
changing in the future?
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________________________________________________________
For all interview participants…
This final open-ended question applies to all individuals using this interview guide (B).

(Z) Do you have any further comments you'd like to make about <name of system> currently or
in the future, either related to or not related to anything we've discussed today?
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SERVICE TO AREAS WITHOUT TRANSIT
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BUS TRANSFERRING
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SAFETY & SECURITY
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CLEANLINESS OF BUSES & STOPS
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INFORMATION ON BUS ROUTES & TIMES
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