October 2014 Performance Metrics

The purpose of CTA’s monthly performance metrics is to set internal goals for agency performance to
encourage improvement and establish accountability. Below is information that may be helpful in
understanding the metrics for the month of October, including progress that has been made in several
metrics.

In October, the CTA met or exceeded the agency’s internal targets in most categories -- including Rail
Ridership; Rail Delays of 10 minutes or More; Mean Miles Between Reported Rail Vehicle Defects; Miles
Between Reported Bus Service Disruptions Due to Equipment; Average Daily Percent of Rail Fleet
Unavailable for Service; Average Daily Percent of Bus Fleet Unavailable for Service; Average Interior Rail
Clean Inspection Score; Average Interior Bus Clean Inspection Score and others. Rail ridership exceeded
its monthly target for an eighth straight month, while total ridership is within 10% of the monthly target.

The Percent of Big Gap Intervals was 4.5% in October, improved from September but slightly higher than
the internal target of 4.0%. The Percent of Bunched Intervals was 4.4%, above the internal target of
3.0%. Both metrics continue to be affected by street congestion, which affects travel times.



2014 Monthly

Legend

CTA Monthly Performance Target Jan 2014 Feb 2014 Mar 2014 Apr 2014 May 2014 Jun 2014 Jul 2014 Aug 2014 Sep 2014 Oct 2014 Definition
Total Ridership (in millions) 49.7 38.0 39.6 44.7 44.3 44.9 42.6 43.4 42.6 45.5 48.0 Number of rides registered on the bus and rail systems. Rail ridership includes rail-to-rail transfers.
Rail Ridership (in millions) 217 17.5 17.8 20.1 m nNumher of rides registered on the rail system including rail-to-rail transfers.
Bus Ridership (in millions) 28.0 “ 21.8 24.6 23.9 24.6 22.6 24.4 25.6 Number of rides registered on the bus system.
Total (Year to Date, in millions) 450.1 77.6 122.3 166.5 211.4 254.0 297.4 340.0 385.6 433.7 Number of rides registered on the bus and rail systems year-to-date. Includes rail-to-rail transfers.
% Change Over Prior Year (Yea rto Date) 0.8% -6.9% -4.1% -3.5% 3.4% 3.4% 3.4% 3.7% 3.3% 3.1% :;T'Zirsl‘)/le:;ieyse;eflj:;e(deon the bus and rail systems year-to-date (including rail-to-rail transfers) divided by the number of rides registered on the bus and rail systems
Rail Delays of 10 Minutes or More 78 ____n Rail Delays of 10 minutes or more reported to the Control Center by an Operator, a Controller or a Supervisor.
% of Slow Zone Mileage N/A 11.2% 11.4% 11.8% 11.8% 13.1% 12.6% 9.7 9.0 9.9 9.5 Miles of revenue track that have slow zones. Slow zones range from 6 mph to 35 mph.
% of Big Gap Intervals, Bus 2.0% 59 0% 22% 39 29 79 79 0% 4.5% 32?&2’{’!::.12'53:‘Zi'&?if:ﬁfi:"liﬁfﬁﬁf ata bus stop) that are double the scheduled interval and greater than 15 minutes, divided by the total number of
% of Bunched Intervals, Bus 3.0% 4.4% x\;r:(hhe‘r of bus intervals (time between two buses at a bus stop) that are 60 seconds or less divided by the total number of weekday bus intervals traveled during the
:;A;Z:t:/mes Between Reported Rail Vehicle 3,950 3,159 A ) X 5 X i 6,593 6,850 7,866 Miles traveled during the month divided by the number of reported defects for the month.
g’:!::;?::’:;E:ﬁ:’::;izfnferﬂce 5,000 6,675 ) X ) H b X 7,393 7,569 12,670 Miles traveled during the month divided by number of reported service disruptions due to equipment for the month.
Q:/fsrzf;ia“y Percent of Bus Fleet Unavailable 12.6% 14.3% 13.9% d d X 13.6% 13.3% 11.4% 9.i 9% Daily average number of buses unavailable for service for any reason divided by the total number of buses in the fleet.
Q:’resr:iei:):”y Percent of Rail Fleet Unavailable 11.0% 13.1% 12.7% 10.6% ] ! 11.2% 11.1% 11.5% 11.1%  Daily average number ofrai ars unavailablefor service for any reason cvide by the total number ofrailcarsinthe feet.
i;(s)’l(\)l;g ::ICEUS rity-Related Incidents per N/A 0.21 0.10 0.23 0.26 0.23 0.26 0.11 0.09 0.12 0.11 ﬁ:vme:::; :.f:::\r;:‘::sb ‘::fl z;ygz g.rea:s, robbery, larceny, burglary or arrests/citations for fare evasion, trespassing, vandalism, and assault on the bus system divided by
;{gglg;'g ;e"ceusrity»Related Incidents per N/A 0.07 0.13 0.15 0.09 0.20 0.02 0417 0.15 0.07 0.10 3::::; :YT:::;ﬁ::sb;a:gzéhreats, robbery, larceny, burglary or arrests/citations for fare evasion, trespassing, vandalism, and assault on the rail system divided by
o NTD Safety-Related Incdents per 100,000 /n 043 045 044 053 044 031 048 060 037 Q3L Ao me oo o gl o e s o i Bl e oneo o o sl b G
e 0 Sefety-Related incidents per 100,000 y/a 010 007 005 00z 000 009 003 083 005 002 s e e e e i T T el
Average Interior Rail Clean Inspection Score 90.0% 95.0% 94.0% b Y 91.8% 91.8% 93.2% Monthly average Quality Inspection audit scores for the execution of Interior Cleans.
Average Interior Bus Clean Inspection Score 85.0% 75.5% 81.5% 81.7% .. . 85.2% 85.8% 87.1% Monthly average Quality Inspection audit scores for the execution of Interior Cleans.
% of Customer Complaints Not Closed Out 3% 0.0% 0.0% Number of open and overdue complaints (complaints not closed out by a department within 14 days) a ofthe lat day of the month divided by the total number of
Within 14 Days - o complaints received during that month.
Emec(:)smmer Service Hotline Average Wait- 0:02:00 0:00:10 0:00:15 :00: :00: :00: :00: FOTE PN o number of mintes acustomer wats on the CTA hotline before hsfher all i answered.
Reported Ramp Defects (Service Disruptions) N/A Number of reported lift and ramp defects that resulted in a disruption of service.
5 Buses with Defecive AVAS 20% Lo % aw 1% | 1k | on |t e ey e ———
Reported ADA Complaints N/A Number of reported complaints to Customer Service identified as ADA-related.
Hostig o xcemding e —
Missing target by more than 10%: I

Measure does not have a target:

Footnotes

(#) shading for Customer Service Average Wait time is green if meeting or 8 target,

f target and red if g target by
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