
 2023 Q3 Service Report 
Service Committee Meeting Date: September 5, 2023 

Board Meeting Date: September 21, 2023 
RECOMMENDED ACTION(S) 

Receive as CEO Operational Update. 

PRIOR RELEVANT BOARD ACTIONS & POLICIES 

• 2.11.1.5 CEO shall not…Let the Board be unaware of…operational… [and] customer
satisfaction metrics…

• Appendix A: Informational Reports schedule specifies quarterly Customer Satisfaction
and Service Performance reports in Dec, March, June, Sept

ISSUE SUMMARY 

In accordance with the Board’s Policy Manual, I present the Quarterly Satisfaction and Service 
Report.  I certify that the information is true and complete with exceptions noted, and I request that the 
Board accept this as an operational update.  

This report is populated with currently available and reportable data / targets for Fixed Route, 
A-Ride / Paratransit, VanRide, and FlexRide services.

It should be noted that the data collection and reporting has been impacted by the 
COVID-19 Emergency that began in the last three weeks of Q2 of FY2020.  Comparison of Q1 of 
FY2023 to Q1 of FY2019 provides a picture of performance metrics relative to a pre-pandemic 
state.  Comparison of Q1 of FY2023 and Q1 of FY2022 provides insight into progress through 
the pandemic and recovery. 

Q3 of FY2023 data reflects a system still in recovery from reduced services annotated on 
January 29th due to labor shortages and gradually restored from October to December 2022.  
Nationwide, a return to public transit has lagged as remote work continues to be influence post-
pandemic work culture coupled with labor shortages in service sector jobs continue. 

Readers should note, numbers reported at the end of the quarter have undergone validation 
and confirmation required through the NTD process.  Some numbers were quarterly estimates 
based on reported financial and operating data.  Historic numbers presented in this document 
have been updated to reflect the validated data submitted to NTD. 

ATTACHMENTS 
1. Highlights Brief
2. FY 2023 Q3 Service Report

Agenda Item: 7.2



TheRide had a total ridership of 1,002,837 at the end of 
the third quarter and operated within budget. 

216,806 

Boardings for Q3 of 2023 

FixedRoute 
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Fixed Route Ridership Comparisons 

Fixed Route Cost Per Boarding 
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It should be noted that since 2019, the service has undergone considerable transition. First, it was pulled from an outsourced contractor and brought in-house to AAATA 
in August of 2020. In August of 2021, it was moved again to an outsourced contractor. Cost / Boarding peaked in Q4 of FY2021 with the start-up costs of the Contractor. 

As expected, the costs of the program begin to stabilize now that the contractor is well established and Cost / Boarding decreases as ridership increases. 
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DData for Q1 of FY23 is unavailable as it wasn’t requested or measured until Q2 of FY23
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