BEN FRANKLIN TRANSIT

Board of Directors
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CUSTOMER SATISFACTION | COLLABORATION | DIVERSITY
FISCAL ACCOUNTABILITY | INNOVATION | SUSTAINABILITY | SAFETY
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2018 Fixed Route Performance
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2018 Fixed Route Performance

. - Boardings Per On-Time
Service Area| Route | Boardings RevenugHour Performance
Richland 25 56,510 13.1 93.0%

41 47,300 6.1 91.9%
42 130,900 16.1 95.4%
47 157,570 11.0 89.3%
48 74,488 8.8 93.7%
Pasco 64 48,771 10.9 92.1%
65 72,851 15.9 89.3%
66 51,489 13.8 84.8%
67 39,164 10.9 81.9%
Intercity 110 35,454 4.4 80.5%
120 140,087 11.3 90.9%
123 228,419 13.9 88.9%
126 167,678 14.9 95.8%
150 284,790 17.0 89.5%
160 186,748 11.2 92.5%
170 28,439 7.1 78.3%
225 217,624 17.2 89.5%
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Fixed Route

— Ridership down 6.9% vs. 2017

— Apples to Oranges: Q1-Q3 2017

— Apples to Apples: Ridership up 2.7% in Q4 2018 vs. Q4 2017
— 3 months of positive ridership gains in 2018 (Jan, Oct, Dec)

Dial-A-Ride

— Ridership up 7.7% vs. 2017

— 243 vans in service as of Q4 end
— Ridership up 0.65% (including Dec. estimate)
— Significant ridership gains in April & May

Taxi Services

— Steady due to imposed cap (thru October)
— No service in November & December due to Tri-City Taxi closure
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7—% Marketing & Outreach
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Service Disruption + Restoration
— Internal / Board
— Media / Targeted External Stakeholders

— Community
« Website, Signage, Social, Digital, Traditional
— We're Going New Places: Finley General Demand Service

Outreach Efforts + Events
— ESD 123 Transition Fair — Oct. 4
— Senior Times Expo — Oct. 16
— Tri-Cities Union Gospel Mission — Oct. 17
— Pasco School District Student Achievement Specialists — Oct. 26
— Rider Survey — Oct. 25 thru Nov. 9
— Accessible Communities Advisory Committee — Nov. 14
— Richland Senior Association — Nov. 15
— Viernes Gigantes Resource Fair — Nov. 30
— Christmas for Children (Fill the Trolley) — Dec. 15
— Public Meeting: New Finley Service — Dec. 20



End of October SERVICE
— Following TCT closure DISRUPTION

— Goal: Share timely,

practical information UPDATE

End of November

— Following special board SERVICE
meeting RESTORATION
— Goal: Shift updates to

identified solutions UPDATE

Mid-December Bl Ak 759
— Two weeks ahead of first
service launch in Finley NEW SERVICE C%MING

: Y
— Goal: Moving forward, new 33 TO FINLEY Sl
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7—% Marketing & Outreach

BEN FRANKLIN TRANSIT
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Marketing & Outreach: SURVEY

2018 Fall Rider Survey
» Purpose: Understand customer ESrSm :

demographics, needs, and Ben Franklin Transit
experiences riding BFT buses buses?
« Goal: Collect 1,100 surveys in Y RNCRNERTIOMESE
from you!

two weeks with:
— Dedicated project teams \‘%“
— BFT staff as team leads 5\)‘
— Collection via iPad and web

« Results: 1,554 surveys collected
in just over one week

— Initiated opportunistic DAR rider
survey to maximize resources
secured (human and technology)




Marketing & Outreach: SURVEY

Fixed Route Rider Survey Key Takeaway
Demographic data aligned with most recent American
Community Survey results

Result Highlights
« 26% stated that Spanish is spoken at home

« 30% were using transit to travel to/from school
* 33% ride six days per week

« 70% use some form of pass for fare
« 75.5% do not have access to a car

» 84.5% walk to their bus stop

« 85.5% feel safe when riding the bus




Marketing & Outreach: SURVEY

Survey Question Highlight

In the past year, do you feel BFT service has been:
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Digital Outreach

Social Media Analytics (vs. Q3)

Twitter

— 43,900 impressions (+21,194)

— 13 new followers

Facebook + Instagram

— Total reach of 233,399 (-29,082)
— Paid reach of 178,281 (-31,706)
— Organic reach of 61,699 (+3,427)
— 144 net new page Likes

— 156 new followers

Website Analytics
30,286 site visits totaling 71,647 sessions

Service Disruption:

Rider Alert (Oct 30) = 360 hits
Rider Alert (Oct 31) = 1,176 hits
Service Updates Webpage = 831 hits

Pasco Demo Routes: 63D Route Info Page = 1,133 hits

68D Route Info Page = 1,791 hits

17



2018 Major Goals & Initiatives

Strategic Plan Objectives

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 Para-Transit Demographic Shifts

7  Integrate Technology

8  Pursue Environmentally Friendly Buses
2018 Goals & Initiatives 1 2 3 4
Safety First (Fleet / Service) v v v v 4 v 4 4
Compreh_ensive Servic_e Plan v v v v v v v
(Monitoring/Community Outreach)
Facility Upgrades/Amenities Study Implementation v v v v v v
Leadership and Staff Development v v v v v v
Comprehensive Employee Program Review v v v
Transit Technology (Updates/Monitoring) v v v v v v v
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KEY

		TAB		Content and Instructions

		Goals & Objectives		This is the summary of our Goals & Initiatives and how they line up with our Strategic Plan
Objectives (as a Team we agreed to these slight modifications from prior year). Please take
a look and weigh in if I missed the mark.

		Areas of Responsibility		Based on the previous Tab’s objectives, we allocate out who will be involved and at what level.
HR was under Admin and I pulled it out on its own. Please take a look and let me know of any
concerns or changes.

		Plan Table		Once I get all of your goals we can build this out over 5 years. No action needed.
The info in there is from 2017.

		Scorecard		Once goals are obtained from departments, we can all begin to build timelines for when we will
start and complete each out goals/tasks for 2018. The info in there is from 2017. Feel free to
go in and update with your goals and timelines as you see fit.

				Samples of the above documents were shared and discussed in our previous meeting.



		In the sections below please go into your corresponding department and update your goals. I have included what we presented to the Board in 2017 as a reference in each tab and then there is a blank section for you to fill in goals and accomplishments for the new year. Please notice the year you are working on. I have places the word “NEW” where you are to enter and the word “OLD” for last year’s work as a reference. Goals should be S.M.A.R.T. and
accomplishments should be past tense, concise, direct, and quantifiable (ie: implemented, participated).

		FR Goals		Fixed Route Goals

		DAR Goals		Dial-A-Ride Goals

		PRS Goals		Prosser Goals

		VP Goals		Vanpool Goals

		MNT Goals		Maintenance Goals

		HR Goals		Human Resources Goals

		ADM Goals		Administrative Services Goals

		PLN Goals		Planning and Service Development Goals





Goals & Objectives

		2018 Major Goals & Objective																						(OLD) 2017 Major Goals & Objective



				Strategic Plan Objectives																						Strategic Plan Objectives

				1		Address Community Growth																				1		Address Community Growth

				2		Maximize Community Outreach & Involvement																				2		Maximize Community Outreach & Involvement

				3		Implement Succession Planning & Staff Development																				3		Implement Succession Planning & Staff Development

				4		Address Community Demographics																				4		Address Community Demographics

				5		Participate in Economic Development																				5		Participate in Economic Development

				6		Plan for Para-Transit Demographic Shifts																				6		Plan for Para-Transit Demographic Shifts

				7		Integrate Technology																				7		Integrate Technology

				8		Pursue Environmentally Friendly Buses																				8		Pursue Environmentally Friendly Buses



		2018 Goals & Initiatives      		1		2		3		4		5		6		7		8						2017 Goals & Initiatives      		1		2		3		4		5		6		7		8

		Safety First (Fleet / Service)		ü		ü		ü		ü		ü		ü		ü		ü						Safety ( Fleet / Service)		ü		ü		ü		ü		ü		ü		ü		ü

		Comprehensive Service Plan (Monitoring/Community Outreach)		ü		ü				ü		ü		ü		ü		ü						Comprehensive Service Plan Implementation		ü		ü				ü		ü		ü		ü		ü

		Facility Upgrades/Amenities Study Implementation		ü		ü						ü		ü		ü		ü						Facility Upgrades		ü		ü						ü		ü		ü		ü

		Leadership and Staff Development		ü		ü		ü		ü		ü				ü								Leadership and Staff Development Training		ü		ü		ü		ü		ü

		Comprehensive Employee Program Review						ü		ü		ü												Comprehensive Employee Program Review						ü

		Transit Technology (Updates/Monitoring)		ü		ü				ü		ü		ü		ü		ü						Transit Technology Implementation		ü		ü				ü		ü		ü		ü		ü





Areas of Responsibility

		Strategic Plan - Areas of Responsibility



		Objectives				Admin		HR		Planning		Marketing		Ops 		Maint

		#1		Address community growth particularly on the urban fringes.		5%		5%		65%		15%		5%		5%		100%

		#2		Maximize coordination with other agencies and organizations including the Tri-Cities' growing Healthcare Industry.		15%		5%		5%		65%		5%		5%		100%

		#3		Implement succession planning, staff development, and measures to address upcoming attrition.		5%		75%		5%		5%		5%		5%		100%

		#4		Address the changing demographics of our community including reaching out to our growing Hispanic population regarding employment and transportation needs.		5%		5%		40%		40%		5%		5%		100%

		#5		Participate in Economic Development.  Assist in planning, development, and service provision to the Downtown Entertainment Districts.  Including tourism, special events, convention center, wineries, etc.		5%		5%		45%		35%		5%		5%		100%

		#6		Plan for para-transit demographic shifts.  Manage increased demand by people with developmental disabilities, and changing senior needs.		5%		5%		10%		10%		65%		5%		100%

		#7		Continue to integrate technology into our organization, and research and infuse methodology to advance technological communication with our customers.		65%		5%		5%		5%		15%		5%		100%

		#8		Pursue environmentally friendly vehicles as a future transportation alternative.		10%		5%		5%		5%		5%		70%		100%











Plan Table

		Strategic Plan Table

		PRIMARY OBJECTIVES		Departments 												Year

				Admin		HR		Planning		Marketing		Ops 		Maint		2018		2019		2020		2021		2022

		Address Community Growth		5%		5%		65%		15%		5%		5%

		CSPS Implementation														10%		90%		Ongoing		Ongoing		Ongoing

		Run Cutting

		Community Outreach

		Staff Training

		Community Training

		Public Hearings 

		Marketing Outreach

		Sustainable Recommendations

		Passenger Amenities Study														10%		90%		Ongoing		Ongoing		Ongoing

		Property Acquisition														Ongoing		Ongoing		Ongoing		Ongoing		Ongoing

		Facility Upgrades (22nd St & Knight St TC)														20%		70%		10%		-		-

		Community Outreach & Involvement		5%		15%		10%		60%		5%		5%

		Develop Ambassador Program														30%		70%		Ongoing		Ongoing		Ongoing

		Reg Chamber of Comm. (Annual Transit Event)														Ongoing		Ongoing		Ongoing		Ongoing		Ongoing

		Safe Space Program														30%		30%		30%		10%		-

		Health Care Committee Outreach														Ongoing		Ongoing		Ongoing		Ongoing		Ongoing

		Community Health Alliance

		Tri-City Development Council

		Benton Franklin Council of Govts.

		Human Services Coalition 

		Chambers of Commerce (6)

		PNNL

		Succession Planning & Development		5%		75%		5%		5%		5%		5%

		Phase 1 Covey Leadership Training														100%		Ongoing		Ongoing		Ongoing		Ongoing

		Phase 2 Covey Staff Training 																100%		Ongoing		Ongoing		Ongoing

		Comprehensive EE Program Review														50%		50%		Ongoing		Ongoing		Ongoing

		Job Description

		Job Family/Classification

		Efficiencies Via Attrition

		Identify retirement dates

		Develop core training programs

		Identify cross-training opportunities

		Hire & retain top talent

		Employment Policy Update

		Core EE/ Mgmt. Competency Dev.														50%		50%		Ongoing		Ongoing		Ongoing



		SECONDARY OBJECTIVES		Departments 												Year

				Admin		HR		Planning		Marketing		Ops 		Maint		2016		2017		2018		2019		2020

		Address Community Demographics		5%		5%		40%		40%		5%		5%

		Title VI Assessment/Review														100%		Ongoing		Ongoing		Ongoing		Ongoing

		Develop Marketing Strategies

		Employment and Transportation Needs														Ongoing		Ongoing		Ongoing		Ongoing		Ongoing

		Implement CSPS Recommendations														80%		Ongoing		Ongoing		Ongoing		Ongoing

		Economic Development		5%		5%		45%		35%		5%		5%

		Identify Transit Specific Opportunities														Ongoing		Ongoing		Ongoing		Ongoing		Ongoing

		Continued Involvement w/Entities														Ongoing		Ongoing		Ongoing		Ongoing		Ongoing

		Plan for Para-Transit Demographic Shift		5%		5%		10%		10%		65%		5%

		Increase Travel Training														Ongoing		Ongoing		Ongoing		Ongoing		Ongoing

		Community Education on Transit														Ongoing		Ongoing		Ongoing		Ongoing		Ongoing

		Health Care

		Schools

		Outreach

		Cost Containment														Ongoing		Ongoing		Ongoing		Ongoing		Ongoing

		ADA Eligibility

		Integrate Technology		65%		5%		5%		5%		15%		5%

		Continue IT Committee														Ongoing		Ongoing		Ongoing		Ongoing		Ongoing

		Passenger Amenities Study Implemt.														10%		90%		Ongoing		Ongoing		Ongoing

		Phase 1 IT Implementation														50%		50%

		Phase 2 IT Implementation																25%		50%		25%

		Phase 3 IT Implementation																				50%		50%

		Pursue Environmentally Friendly Vehicles		10%		5%		5%		5%		5%		70%

		Ongoing Research of Opportunities														Ongoing		Ongoing		Ongoing		Ongoing		Ongoing

		Demo Opportunities

		Life Cycle Cost Analysis																60%		40%		-		-

		Staff Training																		*		*		*

		Implementation																				15%		15%

		Funding Sources																		*		*		*

		Partnerships																		*		*		*



		* Yet to be Developed













Scorecard

				Start Date		Completion

		Safety (Fleet / Service)		01/02/17		12/29/17

		Fixed Route - Complete Annual Operator Refresher Training		01/02/17		12/29/17

		100% operator participation		01/02/17		12/29/17

		Dial-A-Ride - Complete Annual Operator Refresher Training		01/02/17		12/29/17

		100% driver participation in annual refresher training to include wheelchair securement best practices		01/02/17		12/29/17

		Vanpool - Facilitate Vanpool Driver Safety Programs to all Vanpool Groups		01/02/17		12/29/17

		Complete refresher training for Vanpool drivers as needed		01/02/17		12/29/17

		Maintenance - Maintain a Safe Work Environment		01/02/17		12/29/17

		Zero Safety Related Accidents in 2017		01/02/17		12/29/17



		Comprehensive Service Plan Study Implementation		12/08/16		09/29/17

		Public and Staff Involvement		12/08/16		09/29/17

		Staff Kick Off Meeting		12/08/16		12/09/16

		Marketing & Community Outreach		01/02/17		09/29/17

		Major Service Change Public Hearing		04/26/17		04/26/17

		System Development		01/02/17		06/09/17

		Test Proposed Routes		01/02/17		03/24/17

		Finalize Run Cut		01/02/17		03/24/17

		Finalize Scheduling		01/02/17		03/24/17

		Title VI Service Equity Analysis		01/02/17		03/24/17

		Amenities Study & Placement		01/02/17		06/09/17

		Final Service Plan Recommendations		05/11/17		05/11/17

		Adopt Final Service Plan		05/11/17		05/11/17

		Implementation		06/12/17		09/29/17

		CSPS Implemented		06/12/17		06/12/17

		Service Evaluation		09/29/17		09/29/17



		Succession Planning & Staff Development		04/01/15		12/30/18

		FranklinCovey Leadership Training		04/01/15		03/31/17

		Phase I		04/01/15		07/01/15

		Phase II		12/01/15		09/09/16

		Phase III		02/01/16		03/31/17

		Develop Succession Planning Process		03/01/16		12/30/18

		Eligibility Check-Identify Positions-Bench Strength		03/01/16		12/29/17

		Talent Review-Identify Skills and Skills Gap		03/01/16		03/31/18

		Develop Plan		03/01/16		09/30/18

		Implement Plan		06/01/16		12/30/18

		Cross Training with DAR and Fixed Route Operations		09/01/15

		Supervisors		09/01/15		07/15/17

		Dispatchers		09/01/15		07/15/17



		Transit Technology Implementation		01/01/17		12/31/17

		Complete On-Board Technology Project		01/01/17		08/28/17

		Design		01/01/17		04/30/17

		Planning		01/01/17		02/28/17

		Installation / Test		03/01/17		04/30/17

		Build / Install / Test		04/03/17		07/31/17

		Pilot Bus Program		04/03/17		04/28/17

		Install		04/03/17		04/07/17

		Test		04/10/17		04/28/17

		Remainder of Fleet		05/01/17		07/31/17

		Install		05/01/17		06/30/17

		Test		07/05/17		07/31/17

		Training		04/03/17		08/25/17

		Go-Live		08/28/17		08/28/17

		Upgrade Network Switching Environment		02/01/17		05/01/17

		RFP Process		02/01/17		03/17/17

		Award of Contract		03/20/17		03/31/17

		Design, Build, Test		04/01/17		04/30/17

		Go-Live		05/01/17		05/01/17

		Point-of-Sale System at 3 Rivers		05/01/17		12/31/17

		Planning		05/01/17		06/30/17

		Procurement		07/03/17		09/01/17

		Implementation		10/02/17		12/31/17



		Comprehensive Employee Program Review		01/01/16		03/31/18

		Comprehensive Employee Handbook		01/01/16		12/30/17

		Review and update policies and procedures		01/01/16		06/30/17

		Create Employee Handbook		01/01/16		09/30/17

		Training and Implementation		01/01/16		12/30/17

		Job Descriptions Audit & Analysis		01/22/16		06/30/17

		Review and Update Job Descriptions		01/22/16		04/30/17

		HR Review and Finalize		01/22/16		06/30/17

		Comprehensive Compensation and Benefits Package for Non Reps		03/01/16		08/31/17

		Review Benefits Plans and Options		03/01/16		08/31/17

		Review Salary Structure		03/01/16		06/30/17

		Supervisory Training Needs Analysis		05/30/17		03/31/18



		Facilities Upgrades		02/17/16		06/02/18

		MOA Upgrade		02/17/16		07/28/17

		Storm Water Drainage Improvement		07/08/16		07/28/17

		Feasibility Study, Planning & Environmental		07/08/16		12/30/16

		Engineering & Design		01/02/17		04/28/17

		Construction Completion		05/01/17		07/28/17

		Remediation of Anti-Freeze Tank		02/17/16		07/01/17

		Feasibility Study, Planning & Environmental		02/17/16		07/15/16

		Engineering & Design		04/30/16		07/15/16

		Construction Completion		12/01/16		07/01/17

		Transit Center Upgrades		11/04/16		06/02/18

		Twenty Second Street Center Upgrades		11/04/16		08/30/17

		Feasibility Study, Planning & Environmental		11/04/16		02/24/17

		Engineering & Design		02/28/17		04/30/17

		Construction Completion		05/30/17		08/30/17

		Knight Street Center Upgrades		03/17/17		06/02/18

		Feasibility Study, Planning & Environmental		03/17/17		06/30/17

		Engineering & Design		07/03/17		10/27/17

		Construction Completion		03/02/18		06/02/18





FR Goals

		Fixed Route Operations



		2017 Major Accomplishments

		1		100% of all Coach Operators received refresher training in Customer Service and Safety

		2		100% Operations Staff trained on Comprehensive Service Plan including all routes

		3		Supervisors and Dispatchers were 80% cross-trained in Operations Support

		4		Covey Training completed for all Operations Staff hired prior to June 2017

		5		Operations Staff 100% trained on On-board technology

		6		Installed ADA compliant technology on 66 fixed route buses



		2018 Goals

		1		Improve on-time performance to 95.5%

		2		Reduce department absenteeism by 10%

		3		Develop methods and training to further reduce customer complaints by June 2018

		4		Build and maintain a positive relationship with the Union through quarterly meetings

		5		Reduce Driver accidents by 10%

		6		Cross train all road supervisors in Fixed Route and DAR Operations by March 2018



		2018 Detailed Goals

		1		Improve on-time performance to 95.5%

				Utilizing on-board technology, in-field supervisors will monitor, address, and improve on-time performance
to 95.5%

				Reports will be documented and evaluated weekly by Operations and Planning

		2		Reduce department absenteeism by 10%

				Enroll 95% of Operations staff in Wellness Program to achieve health improvements to the driver force

				Quartely review of reasons for absences will take place to develop graphs and illustrate trends

		3		Develop methods and training to further reduce customer complaints by June 2018

				Train Operators in Customer Service and Safe & Alert driving habits by June 2018

				Develop plan to resolve recurring customer complaints and documentation by June 2018

		4		Build and maintain a positive relationship with the Union through quarterly meetings

				Initiate quarterly labor-management meetings to set and achieve mutual goals and address concerns 

		5		Reduce Driver accidents by 10%

				Establish refresher training on all new technology by June 2018

				Develop new safety training curriculum by June 2018

		6		Cross train all road supervisors in Fixed Route and DAR Operations by June 2018

				Design a coalition of Road Supervisor Tasks to reduce departmental inefficiencies January 2018

				Develop Supervisor and Dispatch cross-training curriculum by Feburary 2018

				Safety Department to complete cross training by June 2018









DAR Goals

		Dial-a-Ride Operations



		2017 Major Accomplishments

		1		100% of DAR drivers received annual safety refresher training

		2		Provided additional training for DAR eligibility coordinators with new software and added focus on
Customer Service

		3		Participated in six community outreach events providing information on DAR vs Fixed-Route services

		4		Cross-trained reservationists, dispatch, and schedulers for optimized department efficiencies 

		5		100% Covey Training completed for all DAR Staff hired prior to June 2017

		6		Hired and trained 21 new DAR employees

		7		Decreased preventable accidents by 67%



		2018 Goals

		1		Complete annual refresher safety training for all DAR drivers in 2018

		2		DAR Policies and Procedures guide to be developed by August 2018

		3		Train all administrative staff on all new technology and software by August 2018

		4		Decrease DAR Application handling time by 20% to improve the DAR eligibility process

		5		Reduce overtime for DAR drivers by 35%



		2018 Detailed Goals

		1		Complete annual refresher safety training for all DAR drivers in 2018

				By March 2018, a new strategic refresher training curriculum for all DAR drivers will be developed and
implemented

				Complete Safety Training by December 2018 to focus on safety, wheelchair securements, and customer service

		2		DAR Policies and Procedures guide to be developed by August 2018

				Establish process improvements, job function and procedure documentation for all DAR roles by July 2018

				Job functions and procedures will be documented by July 2018

		3		Train all administrative staff on all new technology and software by August 2018

				Upgrade current scheduling software and mapping function by August 2018

				Train all administrative staff on new software fuctions by July 2018

				Provide refresher training on TripSpark's Ripple and Cert modules by June 2018

		4		Decrease DAR Application handling time by 20% to improve the DAR eligibility process

				Provide additional training on Cert module to all DAR eligibility coordinators and schedulers by October 2018

				Monthly review of processes and received applications by DAR coordinator and managers

		5		Reduce overtime for DAR drivers by 35%

				Review the scheduling rides process quarterly to identify areas of improvement

				Optimize driver schedules, first review in June 2018

				Evaluate headcount, monthly, to ensure adequate staffing levels







PRS Goals

		Prosser Operations



		2017 Major Accomplishments

		1		100% of Prosser Operators were trained in safety refresher course

		2		100% of Prosser Operators completed Covey training in 2017



		2018 Goals

		1		Provide annual driver safety refresher training

		2		Re-certify additional 10% of recipients in database by December 2018

		3		Participate in monthly community outreach efforts

		4		Achieve on-time performance of 95% by August 2018



		2018 Detailed Goals

		1		Provide annual driver safety refresher training

				March 2018, new safety refresher curriculum will be developed and implemented

				All drivers to complete safety training course by year-end 

		2		Re-certify additional 10% of recipients in database by December 2018

				DAR Scheduling team to audit eligibility of current DAR riders

				10% of current DAR riders to be re-certified by December 2018

		3		Participate in monthly community outreach efforts

				Engage in monthly community events to provide education on DAR vs Fixed Route services

		4		Achieve on-time performance of 95% by August 2018

				Utilizing on-board technology, in-field supervisors will monitor, address, and improve on-time performance
to 95%

				Reports will be documented and evaluated weekly by Operations and Planning















VP Goals

		Vanpool



		2017 Major Accomplishments

		1		Community outreach events and vanpool education provided at Hanford & Tyson Foods Safety Expos,
Mariachi Festival, and Tri-City and Hispanic Chamber luncheons as well as met with MSA, Bechtel,
and PNNL 

		2		Participated in Title VI meetings, CSP open houses, and assisted during CSP launch week

		3		Purchased Rideshare and Vanpool Management software and planning implementation

		4		Facilitated 75 of the 125 (60%) Vanpool drivers refresher training

		2018 Goals

		1		Implement Vanpool Management Software

		2		Implement Voyager Fuel Cards

		3		Facilitate Driver Refresher Training for identified Vanpool drivers

		4		Vanpool staff will attend 10 community outreach events during 2018



		2018 Detailed Goals

		1		Implement Vanpool Management Software

				Work with contractor to set up Rideshare software in January 2018

				Train all Vanpool groups on the software by September 2018 

		2		Implement Voyager Fuel Cards

				Issue all Vanpool groups a new voyager fuel card with individual PIN for each driver by June 2018

				Manage and monitor the system quarterly for trouble areas and improvements

				Staff will extract daily mileage reports from Voyager to be uploaded to Fleet-Net system

		3		Facilitate Driver Refresher Training for identified Vanpool drivers

				Identify drivers that need refresher training by February 2018

				Utilize the online driver refresher training program provided by WSTIP to train those drivers by year-end

		4		Vanpool staff will attend 10 community outreach events during 2018

				Events will include events such as Safety Expos, Job Fairs, and major employer meetings

















MNT Goals

		Maintenance



		2017 Major Accomplishments

		1		Experienced no safety related accidents

		2		Completed cosmetic refresh of 22nd Ave and Knight St transit centers

		3		Completed curb and parking lines painting at all transit centers and main campus

		4		Ensured proper vehicles were prepared and available for CSP implementation

		5		Overhauled the mechanic work schedule to meet the CSP preventative maintenance needs

		6		Received and placed into service 44 vanpool vehicles

		7		Demonstrated two BYD fixed route buses and two paratransit vehicles



		2018 Goals

		1		Zero safety related accidents in 2018

		2		Facility rehabilitation and upgrades

		3		Test alternative fuel vehicles

		4		Implement FTA Transit Asset Management (TAM) Plan

		5		Continue to promote and practice the Leadership 360 Training program



		2018 Detailed Goals

		1		Zero Safety Related Accidents in 2018

				Provide quarterly safety training

				Daily supervision ensuring safe practices are followed, measured by internal violation reports

		2		Facility Rehabilitation and Upgrades

				Complete stormwater bypass project by December 2018

				Implement fluid management system by December 2018

				Rehabilitate Knight St and 22nd Ave transit centers at 50% project completion by December 2018

				Complete 50% Design on energy deficiency upgrades to the Operations Building

				Repaint MOA facilities by Sepetember 2018

				Complete the Facilities Condition Assessment by July 2018

		3		Test Alternative Fuels Vehicles

				Study current research and development of alternative fuel vehicles monthly

				Demo two fixed route major brand alternative fuel vehicles as well as two other alternative fuel vehicles

				Evaluate FTA's alternative fuel requirements for 2019 by September 2018

		4		Implement FTA Transit Asset Management (TAM) Plan

				Attend WSTA quarterly committee meetings to understand what other agencies are doing

				Research webinars and TAM Guidebooks by March 2018

				Implement and report TAM plan to the FTA by October 2018

		5		Continue to promote and practice the Leadership 360 Training program

				Incorporate Covey Moments into bi-weekly Maintenance meetings









HR Goals

		Human Resources



		2017 Major Accomplishments

		1		Launched a new employee orientation program

		2		Settled all three of the Collective Bargaining Agreements (Ops, DAR, and Mechanics) during the year

		3		Implemented a new compensation and salary structure

		4		Completed a review of all job descriptions and presented them successfully for Board adoption

		5		Reviewed 2,500 applications filling 29 Coach Operators, 10 DAR Operators, 5 maintenance staff, 3 support staff, and 2 management and executive positions.

		6		Launched BFT LinkedIn company page

		7		Participated in a four day Fleet-Net onsite training for Human Resource module

		8		Instituted out of job classification guidelines and processes

		9		Developed and implemented a light duty acknowledgement form

		10		Launched the VIVID Learning Management System (LMS) for required office staff training

		11		Implemented pre-employement testing through WorkSource



		2018 Goals

		1		Implement online, competency based Performance Appraisal System for non-represented employees

		2		Implement succession planning program for non-represented employees

		3		Complete policy review and updates

		4		Develop Employee Handbook

		5		Implement online new employee online onboarding system 

		6		Implement supervisory/leadership development training program



		2018 Detailed Goals

		1		Implement online, competency based Performance Appraisal System for non-represented employees

				Identify online tool for Performance Appraisal management in January 2018

				Coordinate system capabilities and compatabilities with IT and account respresentatives in January 2018

				Upload employee data for 2017/2018 performance review cycle January 2018

				Train Non-represented managers and staff to use system in February 2018

				Identify competencies by role & position in January 2018

				Upload position competencies for 2018/2019 performance review cycle by year end

		2		Implement succession planning program

				Update Agency Organizational chart with current reporting structure in January 2018

				Create departmental organizational charts with current reporting structure in January 2018

				Participate with EMT and Management team in ranking staff by performance and potential in June 2018

				Identify High Performing Staff in August 2018

				Identify career paths by position in September 2018

				Create Agency succession plan by October 31, 2018

				Create individual development plans according to succession plan by end of November 2018

		3		Complete policy updates and revisions

				Review, revise, and create policies to bring current with practices by end of April 2018

				Create policies for standard practices not currently defined by end of April 2018

				Assure policies are approved by EMT by end of July 2018

				Assure policies are approved by Board by end of October 2018

				Make resources available online in December of 2018

		4		Develop Employee Handbook

				Create an employee handbook to summarize policies that affect employees by end of May 2018

				Review with Legal Counsel in July 2018

				Send for printing in October 2018

				Issue to all employees and collect signature page in December 2018

				Make resources available online in December 2018

		5		Implement new employee online onboarding system 

				Identify online tool for Onboarding management in January 2018

				Coordinate system capabilities and compatabilities with IT and account respresentatives in January 2018

				Train HR staff to use system in February 2018

				Develop all electronic forms and hard copy forms for HR purposes in February 2018

				Utilize system for all new hire Onboarding beginning in March 2018

		6		Implement supervisory/leadership development training

				Identify resource for Supervisory/Leadership Training in June 2018

				Arrange for trainers (or train the trainers) for onsite delivery in October 2018

				Ensure all managers and supervisors complete the training by the end of the year





ADM Goals

		Administrative Services



		2017 Major Accomplishments

		1		Timely Financial Statement, Federal Grants, and NTD Audits as well as clean Federal Grants and NTD Audits

		2		Set up over 50 new employees for payroll processing (including a Finance Mgr, HR Analyst, Accounts Receivable Specialist, Transit Planner, and numerous Operators)

		3		Developed Reserve Fund Policy adopted by the Board in July 2017

		4		Applied for two different Competitive Grant programs through the Federal Transit Administration

		5		Successfully supported the CSP launch week by providing over 120 ambassador hours at transit center platforms

		6		Launched a successful and seamless website update/upgrade on 9/18/17

		7		Managed a major bus technology implementation project from start to finish, while advancing the installation schedule to coincide with the 9/18/17 CSP launch date 

		8		Upgraded BFT's switching network system to a Cisco certified network (Security Best Practices Compliant)

		9		Implemented Cert and Ripple Software Modules in Dial-a-Ride to improve communications with clients and improve the ADA certification process

		10		Trained 123 employees on the 7 Habits of Highly Effective People (Covey)

		11		Implemented on-line contractor registration and notification software system to simplify procurement processes

		12		Participated in a DBE public outreach "Meet the Buyer" event on April 6, 2017

		2018 Goals

		1		Clean and timely Audits

		2		Address technology needs throughout BFT

		3		Continued System-side Software Efficiencies

		4		Support Major Initiatives

		5		Meet BFT's annual DBE participation goal

		6		Continue to promote and practice the Leadership 360 Training program



		2018 Detailed Goals

		1		Clean and Timely Audits

		2		Address Technology Needs Throughout BFT

				Implement CCR system by March 2018

				Implement POS system by June 2018

				Serve on and participate in Local, State, and National IT Committees

				Retro fit a vehicle to create a Mobile Dispatching Vehicle for backup, emergency, and fair week use by July 2018

				Complete Boardroom Updates Phase II (AV and Data) by the end of 2018

		3		Continued System-wide Software Efficiencies

				General Ledger restructure and staff training in January 2018

				Update BFT's Travel Policy and Procedures by August 2018

				Implement US Bank OneCard rebate program by September 2018

		4		Support Major Initiatives

				Support CAD AVL back office data management for analysis and route improvements

				Provide cost analysis, feasability data, procurement services and IT support for amenities study implementation

				Develop records management policies and procedures by September 2018

				Develop in house fare vault policies and procedures and move to in house fare vault handling by December 2018

		5		Meet BFT's annual DBE participation goal

				Actively seek out DBEs in our communities when letting projects

				Participate in one DBE Community Outreach event during 2018

		6		Continue to promote and practice the Leadership 360 Training program

				Re-write Personal Mission Statements and Departmental Mission Statement twice (March and September)

				Hold quarterly Admin Services department refresher training meetings





PLN Goals

		Planning/Service Development



		2017 Major Accomplishments

		1		Successfully implemented Comprehensive Service Plan Study (CSPS) recommended service changes on 9/18/17. Delayed only due to inclement weather earlier in the year.

		2		Attended approximately 68 partner agency meetings in 2017 in efforts to a partners in the growth and planning of Tri-Cities

		3		Updated the Transit Development Plan (TDP) and Program of Projects (POP) that were adopted by the Board in July 2017

		4		Conducted the Triennial 2017 National Transit Database Sampling

		5		Participated in two Safety Expo's and met with four employers to discuss vanpooling options for their employees

		6		Ran 500+ Vanpool commercials on radio and television

		7		Created Vanpool marketing materials (posters, flyers, videos, brochures, and etc.) to promote the Vanpool program

		8		Participated in 27 outreach events.

		9		Recruited members for the Citizens Advisory Network with first meeting planned to take place on November 13th



		2018 Goals						Strategic Goal		Objective

		1		Monitor CSP Implementation and present follow up to the Board				Primary		Address community growth

		2		Coordinate future growth and planning throughout the Tri-Cities				Primary & Secondary		Community outreach & involvement / Economic development

		3		Conduct a Title VI Demographic Analysis				Secondary		Address community demographics

		4		Implement Benchmarking Plan and Maintenance Plan for Automatic Passenger Counters (APC)				Secondary		Integrate technology

		5		Finalize Amenities Study Plan and begin installation of amenities along major corridors				Primary & Secondary		Address community demographics, growth, economic development, & integrate technology

		6		Develop a coordinated outreach program to the Spanish Community

		7		Develop a group Travel Training Program



		2018 Detailed Goals

		1		CSP Monitoring

				Presentation to the Board of Directors by July 2018

		2		Coordinate future growth and planning throughout the Tri-Cities

				Will attend a minimum of 48 partner agency meetings in 2018

				City of Richland                        Port of Benton

				City of Kennewick                     Port of Pasco

				City of Pasco                             Port of Kennewick

				City of Prosser                          City of Benton City

				City of West Richland               Council of Governments

		3		Conduct a Title VI Demographic Analysis

				Analyze current demographic data from most recent Census survey

				Thresholds identified in Title VI Federal guidance will determine additional languages to include in all translation materials

				Title VI Demographic Analysis will be completed by June 2018

		4		Implement Benchmarking Plan and Maintenance Plan for Automatic Passenger Counters (APC)

				Create and monitor a Benchmarking Plan and Maintenance Plan for the APC technology recently implemented

				Perform year-long sampling of data collected to ensure automatic and manual counts are within an acceptable deviation

				Both plans will be implemented by the end of 2018

		5		Finalize Amenities Study Plan and begin installation of amenitites along major corridors

				Utilizing AECOM, will Develop Amenities Policy

				Plan will be developed to implement the policy along major corridors

				Implementation of the plan will happen by the end of 2018

		6		Develop a coordinated outreach program to the Spanish Community

				Will hold five targeted Spanish community events by the end of 2018

		7		Develop a group Travel Training Program

				Develop a training curriculum focused on large group training rather than individual training

				Anticipated training locations would be senior centers, schools, and community centers

				Will hold five training events by the end of 2018














Scorecard Update

2018 Goals & Initiatives Start Date End Date Revised Date
@ @ @  + Fixed Route - Complete Annual Operator Refresher Training 01/02/18  12/31/18
® o o * Dial-A-Ride & Prosser - Complete Annual Operator Refresher Training 01/02/18  12/01/18
@ @ @  *vVanpool - Facilitate Vanpool Driver Safety Programs 01/02/18  12/31/18
@ @ @  + Maintenance - Maintain a Safe Work Environment 01/02/18  12/31/18
@

* Comprehensive Community Outreach Campaign 01/2/2018 12/31/2018
* System Performance 01/2/2018 12/31/2018 Q4 2019
e o o Conduct Title VI Demographic Analysis 01/2/2018 06/1/2018
* Implement Benchmarking and Maintenance Plans for Automatic Passenger 122018 12/31/2018 12019
Counters (APCs) Q

* MOA Upgrade 01/02/18  12/31/18 Q4 2019
* Transit Center Upgrades 11/04/16  06/02/18 Q4 2019
® o o o = Finalize Amenities Study Plan and begin installation of amenities along major e
corridors
@ @ @ @  +Implement required FTA Transit Asset Mgmt (TAM) Plan 01/02/18  12/31/18
* Implement Succession Planning Program for Non-represented Employees 01/02/18  12/31/18 Q3 2019
® o * Implement leadership development training 01/02/18  12/31/18 Q3 2019

RV}



7—% Scorecard Update

Q1 Q2 Q3 Q4 2018 Goals & Initiatives StartDate  End Date Revised Date
" Comprehensive Employee Program Review 01/02/18 12/31/18  12/31/19
* Develop Employee Handbook 01/02/18  12/31/18 Q4 2019
* DAR & Prosser Policies & Procedures Guide 01/02/18  12/31/18 Q2 2019
* DAR & Prosser ADA Application and Re-Certification 01/02/18  12/31/18
* Reduce absenteeism fo three or less call-offs per day 01/02/18  12/31/18 Q22019
Continue to Develop the Maintenance Career Development tfraining program 01/02/18  12/31/18 Q32019
* Review and update personnel policies and procedures 01/02/18  12/31/18 Q4 2019
* Update Admin Services Policies 01/02/18  12/31/18 Q4 2019
" Transit Technology (Updates & Monitoring) 01/02/18 12/31/18
* DAR Technology 01/02/18  12/31/18 Q42019
* Implement Vanpool Management Software 09/01/17  09/01/18 Q12019
* Implement Voyager Fuel Card Program 09/01/17  09/01/18 Q12019
Implement US Bank OneCard Rebate Program 01/02/18  12/31/18
* Test Alternative Fuel Vehicles 01/02/18  12/31/18 Q4 2019

* Implement online, competency-based Performance Appraisal System for non-

01/02/18  12/31/18
represented Employees

* Implement web-based employee on-boarding system 01/02/18  12/31/18 Ql 2019
* Address Technology Needs Throughout BFT 01/02/18  12/31/18 Q4 2019
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