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ITEM 1

March 6, 2025

TO: BOARD OF DIRECTORS

FROM: VY VU, DATA SCIENTIST

RE: KEY PERFORMANCE INDICATORS
ISSUE:

The following pages provide a summary of the Key Performance Indicators for:

e Operations and Safety
e Eligibility and Appeals
e Customer Service



System
Trip Performance

Goal Nov-24 Dec-24 Jan-25 YTD
Vehicle Trips 301,548 | 300,384 | 289,863 | 2,160,051
Passenger Trips 375,616 | 373,509 | 356,373 | 2,676,385
Backup Trips 5 2 5 32
No Shows 2.1% 2.3% 2.1% 2.1%
On Time Performance (Next Day Trips) = 91% 91.7% 92.6% 95.2% 92.7%
Excessively Late Trips (45+ min late) <0.10% 0.04% 0.03% 0.00% 0.02%
Excessively Long Trips <5% 4.3% 3.1% 2.5% 3.6%
Missed Trips <0.75% 0.36% 0.32% 0.21% 0.31%
Denials <0 1 0 0 1
On Time Performance (Access to Work) > 94% 96.2% 97.6% 97.8% 96.6%
Call Performance

Goal Nov-24 Dec-24 Jan-25 YTD
Reservations
Answered Calls 197,336 | 199,916 | 193,131 | 1,434,501
Average Initial Hold Time < 120 sec 54 56 55 55
Calls On Hold > 5 Minutes < 5% 3.0% 2.9% 3.0% 2.8%
Estimated Time of Arrival (ETAs)
Answered Calls 71,178 69,162 59,487 488,270
Average Initial Hold Time 48 44 39 45
Calls On Hold > 5 Minutes <10% 3.6% 2.7% 2.3% 2.9%
Complaints/Compliments

Goal Nov-24 Dec-24 Jan-25 YTD
Complaints Per 1,000 Trips <4.0 2.2 2.0 1.5 2.0
Compliments Per 1,000 Trips 0.8 0.8 0.9 0.9
Safety

Goal Nov-24 Dec-24 Jan-25 YTD
Preventable Incidents Per 100,000 Miles | <0.25 0.24 0.08 0.26 0.26
Preventable Collisions Per 100,000 Miles | < 0.75 0.77 1.22 0.68 0.89
Miles Between Road Calls > 25,000 60,494 74,190 55,083 47,066




Antelope Valley Region

Trip Performance

Goal Nov-24 Dec-24 Jan-25 YTD
Vehicle Trips 13,161 12,777 12,467 94,693
Passenger Trips 15,536 15,241 14,836 113,016
No Shows 2.4% 2.8% 2.6% 2.6%
On Time Performance (Next Day Trips) > 921% 94.7% 94.5% 95.1% 94.6%
Excessively Late Trips (45+ min late) <0.10% 0.01% 0.00% 0.00% 0.00%
Excessively Long Trips <5% 1.5% 1.2% 1.1% 1.5%
Missed Trips <0.75% 0.18% 0.30% 0.20% 0.20%
Denials <0 0 0 0 0
On Time Performance (Access to Work) > 94% 100.0% 96.2% 100.0% 99.3%
Call Performance

Goal Nov-24 Dec-24 Jan-25 YTD
Reservations
Answered Calls 7,362 7,354 7,535 54,935
Average Initial Hold Time < 120 sec 50 47 49 44
Calls On Hold > 5 Minutes < 5% 2.1% 2.0% 2.1% 1.6%
Estimated Time of Arrival (ETAs)
Answered Calls 2,523 2,445 2,317 18,421
Average Initial Hold Time 36 31 28 30
Calls On Hold > 5 Minutes <10% 1.4% 1.1% 1.0% 1.0%
Complaints/Compliments

Goal Nov-24 Dec-24 Jan-25 YTD
Complaints Per 1,000 Trips <4.0 1.5 1.6 1.0 1.5
Compliments Per 1,000 Trips 0.5 0.5 0.7 0.9
Safety

Goal Nov-24 Dec-24 Jan-25 YTD
Preventable Incidents Per 100,000 Miles | <0.25 0.00 0.00 0.00 0.08
Preventable Collisions Per 100,000 Miles | < 0.75 1.60 0.00 0.00 0.54
Miles Between Road Calls > 25,000 * 86,970 82,893 113,456

Contractual Requirement

*Notes: There were zero (0) road calls for these months.




Eastern Region
Trip Performance

Goal Nov-24 Dec-24 Jan-25 YTD
Vehicle Trips 91,581 92,052 86,180 654,433
Passenger Trips 115,475 116,089 | 107,497 824,620
No Shows 1.9% 2.1% 2.2% 2.0%
On Time Performance (Next Day Trips) > 921% 92.0% 92.8% 95.9% 93.2%
Excessively Late Trips (45+ min late) <0.10% 0.05% 0.02% 0.01% 0.02%
Excessively Long Trips <5% 1.3% 1.1% 0.8% 1.0%
Missed Trips <0.75% 0.25% 0.19% 0.14% 0.19%
Denials <0 0 0 0 0
On Time Performance (Access to Work) > 94% 97.8% 98.8% 98.5% 98.0%
Call Performance

Goal Nov-24 Dec-24 Jan-25 YTD
Reservations
Answered Calls 53,686 54,453 51,095 385,932
Average Initial Hold Time < 120 sec 37 35 28 34
Calls On Hold > 5 Minutes <5% 3.2% 2.5% 1.9% 2.4%
Estimated Time of Arrival (ETA)
Answered Calls 21,199 21,005 17,338 142,809
Average Initial Hold Time 33 30 25 30
Calls On Hold > 5 Minutes <10% 4.7% 3.4% 2.7% 3.8%
Cancellations
Answered Calls 11,663 12,001 12,783 84,573
Average Initial Hold Time 30 26 20 26
Calls On Hold > 5 Minutes < 10% 2.4% 1.9% 1.0% 1.9%
Complaints/Compliments

Goal Nov-24 Dec-24 Jan-25 YTD
Complaints Per 1,000 Trips <4.0 1.8 1.6 0.9 1.4
Compliments Per 1,000 Trips 0.8 0.8 0.6 0.7
Safety

Goal Nov-24 Dec-24 Jan-25 YTD
Preventable Incidents Per 100,000 Miles | <0.25 0.29 0.10 0.32 0.28
Preventable Collisions Per 100,000 Miles | < 0.75 0.93 0.87 0.85 1.00
Miles Between Road Calls > 25,000 92,853 73,513 72,817 55,053

Contractual Requirement




Santa Clarita Region
Trip Performance

Goal Nov-24 Dec-24 Jan-25 YTD
Vehicle Trips 2,592 2,356 2,437 18,537
Passenger Trips 2,871 2,610 2,702 20,622
No Shows 0.6% 0.7% 0.7% 0.8%
On Time Performance (Next Day Trips) > 91% 94.3% 93.3% 93.4% 93.6%
Excessively Late Trips (45+ min late) <0.10% 0.00% 0.00% 0.00% 0.02%
Excessively Long Trips <5% 3.2% 3.0% 2.1% 2.8%
Missed Trips <0.75% 0.45% 0.53% 0.51% 0.45%
Denials <0 0 0 0 0
On Time Performance (Access to Work) > 94%
Call Performance

Goal Nov-24 Dec-24 Jan-25 YTD
Reservations
Answered Calls 1,771 2,002 1,968 13,902
Average Initial Hold Time < 120 sec 70 83 75 84
Calls On Hold > 5 Minutes < 5% 4.7% 5.8% 4.6% 5.7%
Estimated Time of Arrival (ETA)
Answered Calls 299 352 333 2,271
Average Initial Hold Time 107 66 75 86
Calls On Hold > 5 Minutes <10% 6.4% 3.4% 5.4% 5.6%
Complaints/Compliments

Goal Nov-24 Dec-24 Jan-25 YTD
Complaints Per 1,000 Trips <4.0 1.9 1.3 0.4 0.8
Compliments Per 1,000 Trips 0.0 0.0 0.4 0.1
Safety

Goal Nov-24 Dec-24 Jan-25 YTD
Preventable Incidents Per 100,000 Miles | <0.25 0.00 0.00 0.00 0.00
Preventable Collisions Per 100,000 Miles | < 0.75 0.00 0.00 0.00 0.00
Miles Between Road Calls > 25,000 * * * *

Contractual Requirement

*Notes: There were zero (0) road calls for these months.




Northern Region
Trip Performance

Goal Nov-24 Dec-24 Jan-25 YTD
Vehicle Trips 47,163 46,672 44,444 336,049
Passenger Trips 60,575 59,527 55,146 422,775
No Shows 1.4% 1.3% 1.4% 1.4%
On Time Performance (Next Day Trips) > 91% 90.1% 92.8% 95.6% 92.0%
Excessively Late Trips (45+ min late) <0.10% 0.05% 0.06% 0.01% 0.04%
Excessively Long Trips <5% 4.9% 4.6% 3.3% 4.2%
Missed Trips <0.75% 0.56% 0.54% 0.40% 0.54%
Denials <0 0 0 0 0
On Time Performance (Access to Work) > 94% 95.7% 97.1% 98.4% 96.1%
Call Performance

Goal Nov-24 Dec-24 Jan-25 YTD
Reservations
Answered Calls 31,477 31,625 30,293 225,067
Average Initial Hold Time < 120 sec 61 60 43 54
Calls On Hold > 5 Minutes < 5% 1.4% 2.0% 0.5% 1.3%
Estimated Time of Arrival (ETA)
Answered Calls 12,020 11,539 9,981 80,331
Average Initial Hold Time 65 54 38 52
Calls On Hold > 5 Minutes <10% 2.5% 2.4% 0.7% 1.7%
Complaints/Compliments

Goal Nov-24 Dec-24 Jan-25 YTD
Complaints Per 1,000 Trips <4.0 2.8 2.5 1.6 2.4
Compliments Per 1,000 Trips 1.1 1.1 1.4 1.2
Safety

Goal Nov-24 Dec-24 Jan-25 YTD
Preventable Incidents Per 100,000 Miles | <0.25 0.28 0.14 0.15 0.25
Preventable Collisions Per 100,000 Miles | < 0.75 0.42 1.39 0.69 0.67
Miles Between Road Calls > 25,000 50,950 | 120,236 | 137,853 66,782

Contractual Requirement




Southern Region
Trip Performance

Goal Nov-24 Dec-24 Jan-25 YTD
Vehicle Trips 97,244 97,552 97,645 706,977
Passenger Trips 117,631 118,019 | 117,255 852,413
No Shows 2.2% 2.5% 2.0% 2.2%
On Time Performance (Next Day Trips) > 91% 91.6% 91.9% 94.2% 92.1%
Excessively Late Trips (45+ min late) <0.10% 0.04% 0.02% 0.00% 0.02%
Excessively Long Trips <5% 7.6% 4.6% 4.0% 6.3%
Missed Trips <0.75% 0.37% 0.34% 0.23% 0.34%
Denials <0 0 0 0 0
On Time Performance (Access to Work) > 94% 95.5% 97.0% 96.7% 95.8%
Call Performance

Goal Nov-24 Dec-24 Jan-25 YTD
Reservations
Answered Calls 66,328 67,281 67,084 488,667
Average Initial Hold Time < 120 sec /73 83 96 83
Calls On Hold > 5 Minutes < 5% 3.6% 4.3% 6.0% 4.3%
Estimated Time of Arrival (ETA)
Answered Calls 20,383 19,603 17,433 143,659
Average Initial Hold Time 68 68 68 70
Calls On Hold > 5 Minutes <10% 2.9% 2.3% 3.1% 2.7%
Complaints/Compliments

Goal Nov-24 Dec-24 Jan-25 YTD
Complaints Per 1,000 Trips <4.0 2.5 2.2 1.8 2.4
Compliments Per 1,000 Trips 0.8 0.7 0.9 0.9
Safety

Goal Nov-24 Dec-24 Jan-25 YTD
Preventable Incidents Per 100,000 Miles | <0.25 0.25 0.08 0.42 0.35
Preventable Collisions Per 100,000 Miles | < 0.75 0.79 1.66 0.90 0.97
Miles Between Road Calls > 25,000 54,627 81,159 39,669 35,923

Contractual Requirement




West Central Region
Trip Performance

Goal Nov-24 Dec-24 Jan-25 YTD
Vehicle Trips 49,802 48,973 46,685 349,330
Passenger Trips 63,523 62,021 58,932 442 907
No Shows 2.8% 3.1% 2.9% 2.8%
On Time Performance (Next Day Trips) > 91% 91.8% 93.1% 96.0% 92.9%
Excessively Late Trips (45+ min late) <0.10% 0.04% 0.02% 0.00% 0.02%
Excessively Long Trips <5% 3.5% 2.9% 2.0% 2.6%
Missed Trips <0.75% 0.34% 0.26% 0.13% 0.26%
Denials <0 1 0 0 1
On Time Performance (Access to Work) > 91% 94.6% 98.8% 100.0% 96.6%
Call Performance

Goal Nov-24 Dec-24 Jan-25 YTD
Reservations
Answered Calls 36,712 37,201 35,156 265,998
Average Initial Hold Time < 120 sec 37 35 28 34
Calls On Hold > 5 Minutes < 5% 2.9% 1.9% 1.4% 1.9%
Estimated Time of Arrival (ETA)
Answered Calls 14,754 14,218 12,085 100,779
Average Initial Hold Time 31 24 20 26
Calls On Hold > 5 Minutes <5% 4.3% 2.6% 21% 3.2%
Complaints/Compliments

Goal Nov-24 Dec-24 Jan-25 YTD
Complaints Per 1,000 Trips <4.0 2.1 1.8 1.8 2.1
Compliments Per 1,000 Trips 0.9 0.6 0.8 0.8
Safety

Goal Nov-24 Dec-24 Jan-25 YTD
Preventable Incidents Per 100,000 Miles | <0.25 0.18 0.00 0.00 0.13
Preventable Collisions Per 100,000 Miles | < 0.75 0.63 1.09 0.10 0.93
Miles Between Road Calls > 25,000 39,909 42,153 36,472 39,186

Contractual Requirement




Eligibility and Appeals
Eligibility

Goal Nov-24 Dec-24 Jan-25 YTD
Eligible Customers 118,412 | 118,836 | 118,579 118,579
Total ADA Evaluations Performed 3,707 3,511 3,986 28,600
Days From Application to Decision (avg) | < 21 9 8 9 10
In Person Evaluations

Goal Nov-24 Dec-24 Jan-25 YTD
Unrestricted 1,890 1,842 1,937 15,589
Restricted 340 316 357 2,636
Temporary 54 62 64 517
Not Eligible 13 13 17 103
Total 2,297 2,233 2,375 18,845
Paper Evaluations

Goal Nov-24 Dec-24 Jan-25 YTD
Unrestricted 1,410 1,278 1,611 9,755
Restricted 0 0 0 0
Temporary 0 0 0 0
Not Eligible 0 0 0 0
Total 1,410 1,278 1,611 9,755
Appeals

Goal Nov-24 Dec-24 Jan-25 YTD
Appeals Performed 6 10 10 88
Days From Appeal to Decision (avg) <30 9 6 6 6

10




Customer Service

Phone Statistics
Customer Service

Goal Nov-24 Dec-24 Jan-25 YTD
Customer Service Calls 20,743 22,640 23,849 171,791
Average Initial Hold Time < 180 sec 77 86 76 98
Calls On Hold > 5 Minutes <10% 6.5% 9.6% 8.1% 10.5%
Calls Abandoned <10% 3.2% 3.9% 3.8% 2.3%
Operations Monitoring Center

Goal Nov-24 Dec-24 Jan-25 YTD
Customer Service Calls 5,718 5,786 5,245 39,913
Average Initial Hold Time < 180 sec 69 70 65 72
Calls On Hold > 5 Minutes <10% 6.1% 6.6% 6.5% 6.7%
Calls Abandoned <10% 6.9% 6.4% 7.5% 4.1%

Contractual Requirement
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ITEM 2

March 6, 2025

TO:

BOARD OF DIRECTORS

FROM: HECTOR RODRIGUEZ, DEPUTY EXECUTIVE DIRECTOR

RE:

FINANCIAL REPORT FOR JANUARY 2025 - DRAFT

Attached for your review are the draft financial reports for JANUARY 2025.

DRAFT FY 2024/2025 Budget to Actual Fiscal Year-to-Date Comparison:

® & 6 6 6 6 O O oo

Passengers: 4.9% under budget

Contract Revenue Miles: 8.7% under budget

Trips: 4.6% under budget

Total Eligibility Evaluations: 9.4% over budget

Average Trip Distance: under budget by 0.37 miles at 8.33 miles

Total cost per Passenger (before depreciation): 0.4% over budget at $60.03
Administration Function is 11.2% under budget

Eligibility Determination Function is 11.0% under budget

Purchased Transportation Function is 3.9% under budget

Paratransit Operations Function is 5.6% under budget

Attached are the following reports for your review:

Statistical Comparison: JANUARY 2024 to JANUARY 2025
Expenses by Functional Area

Budget to Actual Comparison of Statistics

YTD Budget Results

Graph: YTD PAX Cost Comparison
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Expenses by Functional Area

For the YTD Period Ending January 2025

Purchased Transportation
Paratransit Operations
Eligibility Determination
CTSA/Ride Information

Administration

Total Exp before Depreciation

% Over / % Over /

% of YTD YTD (Under) (Under)

Cost Actual Budget Variance Budget Prior Yr
84.3% $135,447,866 $140,971,386 ($5,523,520) -3.9% 12%
9.0% $14,393,306 $15,253,493 ($860,187) -5.6% 29%
2.4% $3,897,038 $4,380,953 ($483,915) -11.0% -8%
0.2% $243,574 $245,254 ($1,680) -0.7% -3%
4.2% $6,683,970 $7,530,948 ($846,978) -11.2% 11%
$160,665,754 $168,382,034 ($7,716,280) -4.6% 13%
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Statistics - For the YTD Period Ended January 2025

Total Eligibility Evaluations
Number of PAX

Number of Contract Revenue Miles
Number of Trips

Average Trip Distance

Purchased Transportation Cost
Cost per Contract Rev Mile
Total Cost per Trip before Depreciation
Total Cost per Pax before Depreciation

% Over/ % Over /

YTD YTD (Under) (Under)

Actual Budget Variance Budget Prior Yr
28,600 26,144 2,456 9.4% 27%
2,676,385 2,815,152 (138,767) -4.9% 1%
17,992,876 19,698,719 (1,705,842) -8.7% 9%
2,160,051 2,265,132 (105,081) -4.6% 1%
8.33 8.70 (0.37) -4.2% 2%
$7.53 $7.16 $0.37 5.2% 3%
$74.38 $74.34 $0.04 0.1% 1%
$60.03 $59.81 $0.22 0.4% 1%
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Budget Results for FY 2024/2025
For YTD Period Ending January 2025

Revenue
Passenger Fares

Other Revenue

Total Revenue

Total Exp before Capital

Capital Expenditures
Vehicles
Other Capital Expenditures
Total Capital Expenditures

Over/(Under) Budget January 2025

% Over / % Over /
YTD YTD (Under) (Under)
Actual Budget Variance Budget Prior Yr
$6,142,324 $6,442,729 ($300,405)
$2,688,704 $1,119,265 $1,569,439
$8,831,028 $7,561,994 $1,269,034 17% 2%
$160,665,754 $168,382,034 ($7,716,280) -5% 13%
$14,044,817 $29,639,699 ($15,594,882)
$4,018,283 $4,666,669 ($648,386)
$113,035 $0 $113,035
$18,176,134 $34,306,368 ($16,130,234) -47% 92%
($23,846,514)
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YTD Cost Per Passenger before Depreciation and Capital Cost

YTD Cost per PAX
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