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Key Performance Indicators (KPI) 
December 

2020 
December 

2019 
Percent 
Change 

6 Month 
FY2021 

6 Month 
FY2020 

Percent 
Change Goals 

Total Monthly Ridership 57,179 96,717 -40.88% 310,499 614,758 -49.49%   
Average Weekday Ridership 2,149 3,817 -43.72% 1,989 3,923 -49.29%   
Unique Riders During the Period 3,844 6,103 -37.01% 3,714 6,082 -38.93%   
Cost per Revenue Hour $106.65 $90.11 18.35% $110.77 $88.65 24.95% <= $90 
Cost per Trip $62.23 $42.67 45.83% $67.83 $39.95 69.80% <= $39 
Cost per Revenue Mile $7.30 $5.96 22.61% $7.58 $5.74 31.95% <= $6.20 
Trips per Revenue Hour 1.71 2.11 -18.84% 1.63 2.22 -26.41% >= 2.2 
Farebox Recovery 2.43% 4.35% -1.92% 2.49% 4.38% -1.89% 8% 
Very Early Trips (>30 Minutes) 0.05% 0.10% -0.05% 0.09% 0.11% -0.03% < 1% 
Very Early Trips & Early Trips (>10 Minutes) 1.35% 1.84% -0.49% 1.70% 1.89% -0.19% < 2% 
On-Time and Early Trips 97.99% 85.51% 12.48% 98.65% 87.48% 11.16% >= 90% 
Early Departure or On-Time Percentage 96.64% 83.67% 12.97% 96.95% 85.59% 11.36% >= 90% 
On-Time Trips (Within 0-30 Min Window) 78.84% 73.07% 5.77% 77.66% 74.63% 3.03%   
Very Late Trips (>30 Minutes) 0.03% 1.74% -1.71% 0.03% 1.12% -1.09% < 1% 
Desired Arrival Time Trip OTP (Within 45 Mins) 66.19% 61.94% 4.24% 62.92% 62.65% 0.26% > 90% 
Comparative Trip Length Analysis 86.58% 70.35% 16.23% 89.13% 69.90% 19.23% 50% 
Excessive Trip Length 0.09% 1.36% -1.27% 0.07% 1.36% -1.29% 1% 
No Show / Late Cancellation Rate 8.11% 8.10% 0.01% 8.80% 7.11% 1.69% < 5% 
Advance Cancellation Rate 21.50% 25.48% -3.98% 20.67% 22.88% -2.21% < 15% 
Missed Trip Rate 0.07% 0.58% -0.52% 0.05% 0.45% -0.40% < 0.5% 
Complaint Rate (Complaints per 1,000 Trips) 1.17 2.05 -42.86% 1.22 2.02 -39.44% <= 1.5 
Calls Answered Within 5 Minutes 99.58% 36.04% 63.54% 98.84% 39.51% 59.32% 95% 
Vehicle Availability 89.42% 82.95% 6.47% 91.53% 84.22% 7.31% >= 80% 
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Total boardings for the period for Handi-Van and suapplemental providers.

Average daily boardings for the M-F service for the period for Handi-Van and supplemental providers.


Individual ADA elligible riders.

Operating costs for the period divided by in service hours for Handi-Van and supplemental providers.

Operating costs for the period divided by total boardings for Handi-Van and supplemental providers.

Operating costs for the period divided by in service miles for Handi-Van and supplemental providers.

Total boardings for Handi-Van and supplemental providers for the period divided by in service hours.


Passenger revenue for the period divided by operating expenses for the period.

Percentage of trips where the vehicle arrives more than 30 minutes early of the scheduled pickup.

Percentage of trips where the vehicle arrives more than 10 minutes early of the scheduled pickup.

Percentage of trips where the vehicle departs zero minutes from the start of the pickup window and arrives no later than 30 minutes after the beginning of the pickup window.

The percentage of Handi-Van trips that fall within the window of arriving at their pickup 10 minutes early and departing 30 minutes late.


The percentage of Handi-Van trips that fall within the window of arriving at their pickup 0 minutes early and departing 30 minutes late.

Percentage of trips where the vehicle arrives more than 30 minutes after the pickup window even if the rider chooses to take the trip.


Percentage of trips where the vehicle arrives no earlier than 45 minutes prior to the requested desired arrival time and no later than the requested desired arrival time.

The percentage of  Handi-Van trips greater than an hour that were completed in the same time or less than a comparable fixed route trip.

The percentage of Handi-Van trips greater than an hour that were 15 minutes longer than a comparable fixed route trip.




Total number of trips that are classified as a no show, late cancellation (less than 2 hours prior to pickup), or cancelled at door for the period divided by the total Handi-Van boardings for the period.

Total number of cancellations made at least two hours prior to pickup divided by the total Handi-Van boardings for the period.

A missed trip is a scheduled trip where a vehicle did not arrive, vehicle missed its scheduled window and the passenger was not present or refused service or the vehicle arrives more than an hour after the negotiated pickup time and passenger accepts the ride.  The total of these types of trips for the period are divided by the total Handi-Van boardings.

The ratio of total complaints for the period divided by (total boardings for Handi-Van divided by 1,000).


Percentage of total calls made to the Handi-Van passenger reservations call center answered within 5 minutes.



Percentage of the Handi-Van fleet available for service.
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