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Guiding policy/document Land Transport Masterplan (2008) (see Figure 9)

Performance measures Yes
mandatory as per
Government requirement

Sustainable Urban Transport

Performance measures and i. Reliability
standards used

a. Headway adherence

b. Bus breakdown

c. Actual/scheduled bus trips operated on each route
ii. Passenger loading

a. Peak-hour loading
ii.Safety

a. Accident rate
iv. Availability of service

5 1 a. Service coverage (wi.thin 400 m d.isFance of any residence/
<~ 'O " R employment area), direct connectivity
71 O km2 ml I I [e]g] b. Tempgral availability — maximum headways, No. of hours of
operation
“ * /. Integration of service between bus and train
i. Customer information
a. Pre-trip and in-trip information, timetables

RAIL i. Service quality
a) On-time performance
b) Train service availability

M (o) d es ¢) Passenger loading

= = = = = = = /M d) Severity of service disruptions
1 [
G 4 ,1 O O e) Train headways
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f) Frequency of occurrence of service disruption

qQ
d.

g) Information and communication
1. Information and communication
2. Equipment performance
3. Reliability of functioning of ticketing machines, gates,
escalators lifts, etc.

Reporting Format The Public Transportation Council is responsible for delivering
performance measures on bus service. The PTC publishes the
DEOODE QR E R HFEOEE0 QAR E QR EEQQ R R R mi=l=l=l- " _ )
175 kl n > performance of the bus service providers in Singapore every

six months. SMRT and SBST report a set of agreed-upon rail
operation performance measures to LTA. In general the following
reporting formats are adopted:

@ Monthly meetings and reports (internal)

@ Quarterly reports published and circulated

@ Annual reports

SMRT also reports to the NOVA International Rail Benchmarking

5 .4 group.

m i I I i oh ‘I 3 O I Feedback/evaluation methods Smartcards provide information on ridership, trainload and
°© — 9 revenue, customer feedback surveys, monitoring and tracking
customer complaints, central control divisions, automated delay

and incident tracking systems, cross-validation of electronic data
with passenger surveys.

Legal enabler The Rapid Transit Systems Act gives LTA the authority to
grant operating licenses, regulate terms and conditions of
concessionaire contracts, and issue standards for practice, as
well as directives, as needed, to individual operators. For bus
services, the Public Transport Act gives PTC the authority to grant
bus service licenses, bus service operator’s licenses and regulate
fares and service standards.

(6 S) Enforcement of performance 1. License and operating agreements contain performance
evaluation meeting conditionality, including penalty for non-compliance.
( ) M d I luat g cond: lity, including penalty f pl
2 61 o O Oda 2. Independent customer satisfaction surveys and random field

audits performed by LTA and PTC.

3. LTA and PTC (only for buses) have authority to conduct audits
to ensure that operators are in compliance. Random audits are
conducted on a monthly basis. Process audits of the operators
are performed annually, and a system audit takes place every
3 years.

Outreach efforts Web, Quarterly newsletter “Connect”, Annual report
& M,‘\‘,_q “,‘:’J g u‘u:‘ ‘m:;w “\ ;«“:F‘]ﬂm(‘ ﬂ% ‘ 12
FTA




Sustainable Urban Transport
Technical Document # 9
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Key agencies

Guiding policy/document

PM mandatory as per

Government requirement

Performance measures and
standards used

RAIL

Reporting Format

Feedback/evaluation methods

Legal enabler

Enforcement of performance
evaluation

Outreach efforts

RapidKL (Rangkaian Pengangkutan Integrasi Deras Sdn Bhd)

(Light Rail and buses), KL Star Rail

Quality management business strategy of Rapid KL based on 4
pillars:

1. Internal processes

2. Financial performance

3. Customer satisfaction

4. Learning and growth

Within the four pillars, there are nine objectives and 21 key
performance indicators, based on contractual requirement,

customer needs, shareholder expectations, and government
regulations.

Yes

Bus operations scorecard which includes:

. Internal process (most important for Rapid KL):
@ To achieve and monitor daily bus schedule (on-time
performance).
@ To implement a bus ticketing system
@ To develop standard operating procedures for operations
@ To fully satisfy operations quality standards
. Financial goals:
® To achieve the targeted budgeted revenue
@ To maintain operating costs within budget
. Customer:
@ To provide safe and efficient bus service
4. Learning and growth:
@ To retain quality, skilled employees
@ To develop skilled employees.

1. Service reliability, punctuality, frequency
2. Safety and operating statistics

Balanced Scorecard Method*) is adopted. All the departments
make an effort to monitor the targets monthly and make
adjustments and improvements as needed. Safety and operating
characteristics are reported quarterly to the board of directors
and government for compliance purposes.

Event logs, schedules, automated data collection systems

with in-built quality checks, peer group inputs and evaluations,
benchmarking against similar systems like Vancouver (SkyTrain),
Laus (Dublin’s LRT) and the John F. Kennedy International Airport
in New York (AirTrain JFK), customer surveys, automated data
collection systems, etc.

RapidKL provides operators with a base salary plus bonuses
for the number of trips they perform, attendance, punctuality,
revenue, accidents/incidents, and customer complaints. To
comply with its operating agreement with Prasarana, RapidKL
must report these key indicators, and the indicators must meet
the previously agreed-upon targets (TCRP, 2010).

No program yet for auditing performance independently or
independent assessment of service quality.

Website: http://www.myrapid.com.my

g ) dlololg oUdn illdial
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Key agencies State Transit (ST)

Guiding policy/document The Transport Administration Act defines the following objectives
as having equal importance for State Transit:
@ Operate efficient, safe, and reliable services,
@ Maximise the net worth of the State’s investment in State

Sustainable Urban Transport

Transit,
@ Be socially responsible,
@ Be environmentally responsible, and

@ Be responsible toward regional development and
decentralisation.

This legislation required that an overall business management
tem be put in place, one that can be adequately ed.

At the corporate level, the main ST goal is to “contribute to the

development of a sustainable urban environment by attracting

travellers to public sport” (TCRP, 2003)

w Y R AN\l = V¥ £3 8 F B B A2 B R AX PM mandatory as per Yes
Government requirement

Performance measures and To achieve the main goal, a number of objectives have been
standards used defined. The level of detail and quantification of performance
measures directly related to each objective varies depending
on the objective. Some are quantified while others are given a
qualitative treatment. Most of the objectives have measurable
2 . 5 indicators to help monitor achievement levels. The objectives and
related performance measures for State Transit, Sydney are as

2,500 km2 m i I I iOn follows (TCRP, 2003):

1. New and Innovative Services:

a. Numbers and types of services introduced;

b. Patronage by route; time of day, and day of week;

c. Monthly and annual patronage.

ibility Levels/Convenience:

a. Percent of population living within 400 metres and within 800
metres of a bus stop;

b. All routes connect to regional centers (yes/no);

c. Community consultation activities are held frequently
(yes/no);

d. Customer satisfaction (from regular attitudinal surveys);

e. Customer complaints: number of complaints of each type;

f. Bus fleet composition: targets are 25 % low floor; 20 %
wheelchair, accessible; 35% air-conditioned.

3. Reliability:

a. On-time running (no later than 5 minutes) in normal traffic
conditions (target 95 %). On-time running is measured at
route terminus (buses and ferries) and at mid-points along
the route (buses).

1,900

qQ
d.

b. Early running (target: 0 %);

c. Mechanical failures preventable through regular
maintenance;

d. Number of changeovers (buses that require in-service
replacement) per 100 000 kilometres (target: 98 %
mechanical reliability for buses).

. Safety and Security of Passengers
a. All buses fitted with CCTV units (yes/no);
b. All buses in radio contact with control center (yes/r
c. Non-slip floors on all buses (yes/no).

5. Comfort:
a. Average fleet age (12 years is the contractual obligation);
b. Number of buses air-conditioned, accessible to people with
disabilities, with quality seating, and low-floor;
c. Percentage of buses cleaned internally daily; percent of
buses washed every 3 days;
d. Percentage of buses purchased that are environmentally
friendly (target: 100 %).

5. Staff Training to Provide “Friendly” Service:

minon GEEHEHEEY 4, =

a. Standards set for customer service training;

b. Help available for customers who do not understand the
system;

c. On-going communication of decisions.

7. Travel Information to Passengers:

a. Percentage of public timetables reviewed within a set period

@ - (target: 100 %);
C I .
[ ] 3 O m d I 14% b. Number of transit shop_s, ) o )
3 O 0 5 o IV I Oda c. Numbers of agents selling tickets and providing information.
vV 8. Efficiency to Keep Costs Down and Fares at Affordable Levels:
SEACAAAA
SAAA A a. Average operating cost per passenger trip for buses;

b. Average operating cost per passenger trip for ferri

c. Cost per vehicle-kilometre for each main cost center.

Reporting Format Annual reports — the Corporate Plan; Annual Report; the annual
submission to the fare-setting tribunal; reports to the State
Government Department of Transport as the contracting agency;
Monthly reports for the Board and for functional units; Weekly and
daily reports for functional units.

@ ulgds Ulellnlg olda )l
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