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Agency Performance: 4th Quarter 2019
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Jan Feb Mar April May June Jul Aug Sep Oct Nov Dec
Q1 Q2 Q3 Q4

2019 261,440 185,465 256,493 282,352 288,834 254,070 262,944 290,492 262,376 304,011 246,954 229,359
2018 269,137 256,222 280,868 260,648 283,031 253,576 232,658 275,522 248,402 297,377 247,564 215,950
2017 240,509 265,649 324,416 280,385 307,026 292,372 255,809 303,007 267,808 288,908 256,541 219,512
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2019 Total* 2018 Total
3,124,790 3,120,955

2019 Ridership
Annual Total System Boardings

Q4 Ridership Highlight:
Dec. system ridership up 6.2%

YOY Ridership Highlight:
Fixed Route up 3.1% over 2018

2Ridership Trends: 0.12% increase over 2018 annual boardings

Presenter
Presentation Notes
4th QUARTER RIDERSHIP (compared to Q4 2018)
System ridership:
2.2% increase in October
0.2% decrease in November
6.2% increase in December
Fixed route ridership was up 4.5% for the quarter, with increases of 3.6% in October, 2.4% in November, and 8.4% in December
Dial-A-Ride ridership was down 3.7% for the quarter
Vanpool ridership remained flat

TOTAL 2019 RIDERSHIP (compared to 2018)
Overall system ridership was up 0.12% 
Fixed route ridership was up every month other than Jan-March, with record low ridership in February
Despite this, fixed route ridership was up 3.1% over 2018 totals, or about 64,000 boardings, the first year-over-year increase recorded going back as far as 2008 (we don’t have data from earlier years)

(Additional Info Supplied by Planning)
Q4 Fixed Route Data:
October 2019 Boardings/Rev Hour down -4.3% compared with October 2018, from 13.45 to 12.87
November 2019 Boardings/Rev Hour down -6.1% compared with November 2018, from 12.33  to 11.57
December 2019 Boardings/Rev Hour down -2.7% compared with December 2018, from 10.74 to 10.45


Supplemental info: Q1 performance down due to persistent inclement weather. Record low ridership caused by record snowfall.



Dial-A-Ride Performance
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Q4 Highlight:
96.5 % OTP in Tri-Cities
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Ridership Trend: 3.7% decrease over 2018 annual boardings

Presenter
Presentation Notes
Dial-A-Ride boardings decreased for Q4 2019 by 3.7% compared to the same period in 2018.

On-time performance for the 4th quarter was 96.5% in Tri-Cities and 99% in Prosser, which we’re pleased with.

ARC of Tri-Cities boardings were up 2.8% for the year compared to 2018.






Vanpool Performance
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Q4 Highlight:
8.8% increase in October 
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Ridership Trend: 0.7% increase over 2018 annual boardings
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OTP % 95.0% 93.1% 97.1% 88.9% 95.6% 93.9% 82.3% 85.9% 80.4% 79.9% 92.1% 94.9% 89.0% 97.0% 91.2% 90.6% 84.1% 88.7%
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Fixed Route Performance
Q4 Boardings + 
On-Time Performance by Route
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SERVICE AREA KEY: Richland | Kennewick | Pasco | Intercity

Q4 Highlight:
91% Fixed Route System OTP

Presenter
Presentation Notes
On-time performance (OTP) continues to be an issue in Pasco, especially in the area of West Pasco where congestion impacts on-time performance during peak hours. Congestion at Road 68, 20th Ave and around Chiawana make it difficult for operators to stay on time. We’ve been working to alleviate some of this, and we expect our March route changes to further improve this, once implemented. 









Kennewick, 41.7%

Pasco, 28.9%

Richland, 26.5%

West Richland, 2.2%
Prosser, 0.3%

Benton City, 0.4%

Kennewick Pasco Richland West Richland Prosser Benton City

Fixed Route Performance
Q4 Boardings by City
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Q4 Highlight:
Ridership up 8% in Kennewick

CITY 2019 BOARDINGS 2018 BOARDINGS % CHANGE

Kennewick 220,098 204,007 8%

Pasco 152,885 150,513 2%

Richland 140,088 135,231 4%

West Richland 11,779 10,359 14%

Prosser 1,417 1,518 -7%

Benton City 1,920 2,406 -20%

Presenter
Presentation Notes
In Q4, we saw decreases in Benton City and Prosser, both served by Route 170, which we’ve been seeing steady decreases on during weekdays since CSP implementation in 2017. Our Planning team believes this may be due to the timing of the route’s last departure from Tri-Cities at 5:25pm not being late enough for working professionals and students with later classes or after-school activities. Adding a 7:15 PM trip is included in our March service changes based on this assessment and numerous requests from the public. 

Planning is going to take a much closer look at how to best serve BFT’s outlying communities, using on-demand service and/or adjustments to fixed route service in the area. That said, ridership that originates in Benton City and Prosser is a very small percentage of overall fixed route ridership (less than 1%). 

Also in Q4, we saw increased ridership in Kennewick, Pasco, Richland, and West Richland—we’ll need to continue focusing on how to improve mobility in the more rural areas of our PTBA. 



2013 2014 2015 2016 2017 2018 2019
Ridership 2113 1906 2094 1215 1865 2915 2957
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Seasonal Service Performance
Cable Bridge Run (Dec 21)
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Highlight:
Record Cable Bridge Run ridership!

Presenter
Presentation Notes
BFT once again provided shuttle service for the Cable Bridge Run event held just before Christmas, in coordination with the City of Pasco.
The shuttle saw it’s highest Cable Bridge Run ridership ever at 2957 Boardings
Ridership growth is about 40% since the start of our shuttle service to this event in 2013
Note: 2016 numbers were low due to weather conditions
Note: No hard numbers provided, but Cable Bridge Run organizers have stated the event is growing each year



Seasonal Service Performance
Christmas Eve 
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Highlight:
Christmas Eve Ridership up 160%

2013 2014 2015 2016 2018 2019
Ridership 1775 1878 1606 1226 1394 3017
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Presenter
Presentation Notes
We extended service on Christmas Eve by 6 hours from previous years, running until 7pm instead of 1pm this year. Ridership was up 160%, with similar boardings per revenue hour, which confirms demand for later service on this day.



Marketing & Outreach

Campaigns & Comms:
−Going New Places
− Internal Projects
−Knight Street Construction
−Planning for 2020
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Presenter
Presentation Notes
Marketing’s focus in Q4 was primarily on internal projects, supporting communication needs related to Knight Street renovations, and looking ahead and gearing up for 2020. 

We have not been advertising heavily after the Fair, in anticipation of new service and other campaigns coming early this year, but we did update and have been running a second round of our Going New Places campaign from the spring after a few months diverted to summer event shuttle promotion. 

This ad set keeps us in the airwaves and mentions the later service hours that we introduced in March, which we recognize not everyone in the community may have heard about just yet. 



Knight Street Construction – FALL

1



Knight Street Construction – WINTER 12



Outreach Activities
− Senior Times Expo – Oct 15
− BFT Art Contest Launch – Nov 1 
− Presentation to Human Services Coalition – Nov 6
− Columbia Basin Veterans Appreciation Fair & Stand Down – Nov 8
− Veterans Day Parade (W. Richland) – Nov 9
− Group Travel Training – Nov 14
− Winterfest (Pasco) – Dec 7
− Fill the Trolley – Dec 14
− Cable Bridge Run – Dec 21
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Presenter
Presentation Notes
We participated in a number of outreach opportunities in the 4th quarter, not too shabby for the relatively slower time of year for these. One I wanted to highlight is a group travel training we held at Three Rivers for a group of Pasco High students with visual impairments in November. 

Staff met ahead of time with a Pasco High School representative to provide PowerPoint slides for the class so they could be translated into braille. The small group and their chaperones received a presentation detailing how to ride the bus at Three Rivers Transit Center, followed by a bus ride on the 126 to Knight Street Transit Center and a transfer to 120 back to Three Rivers. 

We loved being able to offer that, and will look for more such opportunities with student and other rider groups in the coming year.  






Marketing & Outreach
−Social & Digital Media Analytics

−Website Analytics
− 32,600 users 
− 73,000 total sessions 
− 197,405 page views

Twitter
38,953 impressions 
14 new followers (total 507)

Facebook 
29,530 total reach
21 new page Likes 
18 new followers  total on Dec 31 = 2,169
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Presenter
Presentation Notes
Here’s some marketing and outreach by the numbers. For the most part, these numbers relate closely to whether and to what extent we have digital and social campaigns running. As I’ve mentioned, 4th quarter was quieter from a campaign standpoint than we had been over the spring and summer, so we would expect to see that reflected in lower totals than in the previous quarter. 

Twitter is the one platform that doesn’t see much impact from campaign ebbs and flows, and we saw increases there, but Facebook is much more reactive due to our ability to pay for expanded reach during campaigns as desired. As mentioned, after several months of hitting it hard, we held back in the 4th quarter while we focus bandwidth in other areas and put some space in between our busiest promotional period and what’s coming with our new service launch in 2020.

Our web traffic is shown here as well for the 4th quarter. 



Internal 
Communications 
Projects

Presenter
Presentation Notes
In the 4th quarter, the Marketing & Communications team focused toward some internal communications projects, stepping away from big external campaigns after the Fair other than refreshing and running our Going New Places commercials from the spring on a maintenance exposure level. This is in anticipation of going external with several new things including changes and additions to service in early 2020, as well as placing attention on growing demand for communications support internally.

Some of our behind-the-scenes work over the past few months has included:
Developing and managing content for our new BFT Communication Centers, where staff can get the latest agency news and pertinent information. This is going to be an evolving platform in terms of how we source and manage content, but we’re getting our bearings with it.
Updating collateral for our Vanpool and Dial-A-Ride services, an effort that is ongoing into the new year.
Assisting our HR department with support on a variety of internal efforts, large and small, in an ongoing effort to promote employee engagement, streamline communications, and generally update and bring consistency to our materials and communications.
Developing a draft of the agency’s 2019 annual report, which is in process.

We’ve also done things such as:
Streamlining and redesigning informational signage inside our buses
Working with Planning to design new route signage for Knight St that we’ll assess when we get up and running and is likely to help inform future signage at other sites
Recruiting for a new community outreach specialist, who joined the team in late January. 



2019 Goals & Initiatives 
1 Address Community Growth
2 Maximize Community Outreach & Involvement
3 Implement Succession Planning & Staff Development
4 Address Community Demographics
5 Participate in Economic Development
6 Plan for Paratransit Demographic Shifts
7 Integrate Technology
8 Pursue Environmentally Friendly Buses

2019 Goals & Initiatives 1 2 3 4 5 6 7 8

Safety First        

Ridership Growth       

Strategic Planning        

Implementation of Operational Technology       

Agency Modernization        

FTA Triennial Review Federal Requirement

Labor Relations Contractual Requirement

BFT
STRATEGIC

PLAN
OBJECTIVES
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Presenter
Presentation Notes
This is a reminder of our strategic plan objectives, as well as a snapshot of how our 2019 Goals & Initiatives relate to and support them. 




2019 Goals & Initiatives Progress
Q1 Q2 Q3 Q4 2019 Goals & Initiatives Start Date End Date

Safety First 1/2/19 12/31/19
Transit Operations Accident Prevention 1/2/19 12/31/19
Maintenance/Facility Operations Accident Prevention 1/2/19 12/31/19
Vanpool Driver Safety Training 1/2/19 12/31/19

Ridership Growth 1/2/19 12/31/19
Comprehensive Service Plan (CSP) and Demonstration Services 1/2/19 12/31/19
Community Outreach to Key Demographics 1/2/19 12/31/19
Implement Group Travel Training Curriculum 1/2/19 12/31/19
Outreach to Key Employers & Business Districts 1/2/19 12/31/19

Strategic Planning 1/2/19 12/31/19
20-Year Service Plan 1/2/19 12/31/19
Organizational Infrastructure – Some Revised Target Dates into 2020 8/1/18 12/31/19

Implementation of Operational Technology 1/2/19 12/31/19
Integrity of Operational Technology 1/2/19 12/31/19
Fixed Route 10/1/19 12/31/20
Dial-A-Ride 12/1/18 12/31/19
Vanpool 1/2/19 12/31/19
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Presenter
Presentation Notes
All initiatives under SAFETY progressed on track in Q4. 

Under RIDERSHIP GROWTH, we didn’t quite hit our target of five group travel training opportunities given staffing and marketing support bandwidth constraints, however we did complete a couple and have used those to help refine the curriculum. We also postponed further outreach related to Vanpool while staff focused on full implementation of the RidePro fares module for existing Vanpool users.

Under STRATEGIC PLANNING, the initiative to begin a comprehensive fare policy study was stopped due to vacancies for our Administrative Services Director and Finance Manager positions, which affects the 20-Year Service Plan progress indicator. Under Organizational Infrastructure, we’re still holding on finalizing Standard Operating Procedures and Operator manuals for our operations staff pending completion of labor negotiations, and we’ve moved one of four policies targeted for development in 2019 (Drug & Alcohol Policy) into 2020, along with a couple components of our succession planning process.

In the OPERATIONAL TECHNOLOGY area, our attempt at Automatic Passenger Counter validation was not successful. We verified that the hardware is functioning properly and the issue may lie within operational procedures and system batching. We’ll be investigating this further and re-attempting validation in 2020. Regarding Vanpool technology, we put our plan to implement online driver training on hold pending the possibility of a multi-agency collaboration on this matter with WSTIP.




Q1 Q2 Q3 Q4 2019 Goals & Initiatives Start Date End Date
Agency Modernization 1/2/19 6/30/20

Facilities Updates 1/2/19 6/30/20
Transit Hubs 5/1/19 4/30/22
System Amenities 11/1/18 12/31/19
Agency Brand Guidelines 7/1/19 12/31/19

FTA Triennial Review 1/2/19 12/31/19

Collect and Submit Recipient Information Request Items (RIR, or Pre-Site Visit) – Item Complete 1/2/19 2/15/19
Facilitate Site Visit – Revised Target Date 9/17/19 4/1/19 6/30/19
Complete Additional Information and Audit Close Out (Post-Site Visit) – Revised Target Date 10/31/19 7/1/19 10/31/19

Labor Relations 1/2/19 12/31/20

Fixed Route Operators 1/2/19 12/31/20
DAR Drivers/Reservationists 1/2/19 12/31/20
Maintenance 1/2/19 12/31/20
DAR Dispatchers/Schedulers 1/2/19 12/31/20
Fixed Route Dispatchers – Did Not Certify N/A N/A
Administrative Assistants – New Initiative in Q2, target dates TBD TBD TBD

2019 Goals & Initiatives Progress (cont)
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Presenter
Presentation Notes
The initiatives and their associated efforts on this slide are on track and progressing as of the end of last quarter. 

On the Labor Relations front, the contract negotiations process continues related to all bargaining units.




2020 Goals & Initiatives 
1 Address Community Growth
2 Maximize Community Outreach & Involvement
3 Implement Succession Planning & Staff Development
4 Address Community Demographics
5 Participate in Economic Development
6 Plan for Paratransit Demographic Shifts
7 Integrate Technology
8 Pursue Environmentally Friendly Buses

2020 Goals & Initiatives 1 2 3 4 5 6 7 8

Safety First        

Ridership Growth       

Agency Strategic Planning        

Implementation of Operational Technology       

Agency Modernization        

Alternative Fuels     

Board Governance & Agency Performance        

Labor Relations Contractual Requirement

BFT
STRATEGIC

PLAN
OBJECTIVES
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Presenter
Presentation Notes
This is a reminder of our strategic plan objectives, as well as a snapshot of how our 2020 Goals & Initiatives relate to and support them. We’ll be reporting on these going forward this year.




QUESTIONS?
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Presenter
Presentation Notes
That concludes our Q4 performance update, and I’d be happy to field any questions you might have.
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