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Introduction

In September 2003, GoTriangle’s Board of Trustees adopted the Regional Bus Service
Standards to establish performance expectations for the agency’s fixed-route services.
The intent was to drive improvements in productivity by routinely and systematically
evaluating bus service performance against quantifiable indicators. Since the adoption
of the Standards, the annual performance reporting process has been incrementally
adjusted to provide the most useful information about GoTriangle’s bus service.

Fiscal year 2020 presented unique challenges in the transit world and beyond due to
the COVID-19 pandemic. Toward the end of the 3™ quarter, ridership dropped
suddenly and dramatically due to the progressive increase in the population testing
positive to the virus and the announcement of the Stay-at-Home order imposed by the
Governor of North Carolina (Executive Order 121). To better facilitate health and safety
protocols and match the reduced demand with better sized service, GoTriangle
reduced its service levels starting March 29t 2020. At the end of the fiscal year, the
pandemic and Stay-at-Home orders were still in place and ridership had not recovered:
the 4t quarter showed ridership levels substantially lower than those recorded in FY
2019.

For this reason the performance indicators presented in this report are also broken
down in “before” the pandemic with February 29t, 2020 as a cutoff date and the time
“during” the pandemic starting on April 1t, when this helps providing a more accurate
understanding of GoTriangle’s performance. The month of March was a transitional
time when ridership collapsed and because of its uniqueness, it is mostly not included
in either the “before” or “during” datasets.

The principal performance indicators presented are:

1 Daily Boardings - how many people are using the service provided?

1 Boardings per Revenue Hour - how cost-effective is this service compared to
others?

T On-Time Performance - how well is the service meeting the expectations set
by the schedule?

This report also provides comparisons to Fiscal Year 2019 and prior years in order to
illustrate changes and trends in performance.

Key Findings
1 Ridership dropped by 18 percent in FY 2020. However, before the COVID-19

outbreak it was substantially stable over FY 2019. Therefore the entire drop in
ridership can be associated with the virus outbreak.

M The reduction in service levels that was implemented in response to the
pandemic was rightly sized and helped limit the loss in boardings per revenue
hour across the system.
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There are consistent signs that the demand for regional transit service is
increasing on the core routes, particularly at off-peak times (weekday evenings
and Sundays).

Ridership on the core routes is more resilient to prolonged emergency scenarios
than the peak-only commuter routes.

Before the pandemic route 405 was the most productive route in the system,
followed by the DRX.

Route NRX, which replaced Route 201 with a new routing in August 2019, did
not meet the ridership and productivity expectations in the first eight months
of service.

The replacement of Go OnDemand with RTP Connect led to a moderate
ridership increase and a strong productivity increase. Its structure allowed the
boardings per revenue hour indicator to grow even during the pandemic.

What Changed in FY 2020

GoTriangle usually implements major service changes in August of each year and

minor

service changes in January. In FY 2020 the COVID-19 outbreak led to three

additional service changes in March, May and June, which modified service to respond

to the

fall in ridership and public health concerns such as facilitating social distancing.

August 5™, 2019

In an effort to advance the implementation of the approved Short Range Transit Plan
the August 2019 service changes introduced new routes, discontinued some and
altered others:

Route Service Change
201/NRX (North Raleigh - Route 201 was discontinued due to low ridership,

RTC) replaced by Route NRX.

310 (RTC - Wake Tech) The new route started service. Upon completion of
McCrimmon Pkwy it will extend to Cary Depot
(October 2020).

311 (Apex - RTC) New routing serving Kit Creek Rd instead of EPA.

700 (Durham - RTC) New routing started in 2016 made permanent.

CRX (Chapel Hill - Raleigh Additional trips.

Express)

DRX (Durham - Raleigh Additional trips.

Express)

OnDemand/RTP Connect OnDemand discontinued due to low ridership,

(RTP) replaced by RTP Connect.

RSX (Duke - UNC) Discontinued.
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October 14, 2019

Route KRX and 102 were discontinued. Concurrently, GoRaleigh started new service in
the areas previously covered with the KRX and 102.

January 25t 2020

In January 2020, GoTriangle made another set of minor service changes:

Route Service Change

420 (Chapel Hill - Minor schedule changes.
Hillsborough)

800 (Chapel Hill - RTC) New routing.

800S (Chapel Hill - New routing.
Southpoint)

805 (Chapel Hill - RTC) Additional trip.

CRX (Chapel Hill - Raleigh New stop.

Express)

March 29t 2020

Responding to the drop in ridership due to the pandemic outbreak and the Stay-at-
Home order and in an effort to better comply with health protocols and safety
measures, GoTriangle reduced its service to Saturday service during weekdays (with
shorter span at night) and Sunday levels during the weekend still guaranteeing access
to major health and employment centers to essential workers.

This resulted in operating the five core routes (100, 300, 400, 700 and 800) only.
Chapel Hill Transit also continued to operate Route 420 with reduced frequency. Fare
collection was suspended and rear-door boarding was required on fixed-route vehicles
to limit contact between the operators and the passengers.

May 26t", 2020

Another minor service change expanded the span on the routes that showed signs of
overcrowding. Early morning trips were added to meet the demand for transit
originating from essential workers and facilitate social distancing on GoTriangle buses.

June 28t 2020

Most routes resumed regular service. Only routes 310, 311, NRX and routes operated
by GoRaleigh (FRX, WRX and ZWX) remained suspended through the last few days of
FY 2020.

»
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System Ridership and Productivity

FY 2020 overview

Across the system and including contracted services, GoTriangle had 1,371,441
customer boardings in FY 2020. This represents an 18% decrease from FY 2019
(1,674,324 boardings).

FY 2020 was a year of tremendous ridership loss for the commuter/express routes
connecting to major employment centers because of a dramatic drop in March
followed by three months of service suspension due to the COVID-19 pandemic.
Ridership was consistently down by about one third on high-productivity routes like
the 420, DRX, CRX, ODX and ZWX as well as other peak-hour service like Routes 105,
301, 305, 311 or 405. (The routes did not operate in Q4, and if that was the only factor
one would expect a ridership drop of only one quarter.) Among the peak-hour routes
the 805 had the lowest ridership loss (-23 percent) while the 311 (which also suffered
from unsuccessful service changes) lost the highest percentage (-44 percent).

Among the core routes that were operated throughout the year, all but Route 800
were able to contain the loss in ridership to a maximum of four percent. Route 800
lost 21 percent of its ridership due to the loss of commuter riders between Southpoint
and Chapel Hill.

The “boardings” and “hours” were still tracking with each other well during the
outbreak. In fact, similarly to the ridership trend, the productivity across the system
(measured with the boardings per hour indicator) has been stable in FY 2020 over FY
2019, with a slight uptick (+1 percent to 11.2). This was driven by the off-peak service
until February followed by a sharp decline in March (6.9 boardings per hour) and a
strong recovery to 1.4 in the last quarter due to the service reduction. The change
suggests that the service provided to GoTriangle customers as a response to the
outbreak efficiently matched the demand.

The following chart shows the total amount of service (in revenue hours) and
boardings in each month. (For ease of comparison, each month is normalized to 21
weekdays, 4 Saturdays, and 5 Sundays.)
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