
 
Form Revised: February 2005
TORONTO TRANSIT COMMISSION 

REPORT NO. 
 
 
 

MEETING DATE: November 23, 2011 
 

SUBJECT:  TTC Service Efficiency Study – Final Report 
 

ACTION ITEM 
 
  
 
 
RECOMMENDATION
 
It is recommended the Commission: 
 

1. Receive the attached “TTC Service Efficiency Study – Final Report”, noting that the 
suggested savings shown for the year 2012 have been incorporated into the 2012 
TTC Operating Budget, the 2012 Wheel-Trans Operating Budget and the 2012 TTC 
Capital Budget and the potential savings for subsequent years each require 
significant review and analysis to verify they are achievable. 

 
2. Forward this report to the City of Toronto City Manager for submission to the City 

Budget Committee. 

 
 
FUNDING
 
There are no direct funding implications of this report; however, the efficiency savings 
identified for 2012 have already been incorporated into the Commission 2012 budgets.  
Should the possible future savings suggested in the report be verified through detailed 
review, any such savings will be incorporated into future budgets as they are implemented. 
 
 
BACKGROUND
 
The City of Toronto has commissioned a series of Service Efficiency Reviews.  Accenture 
Management Consulting (AMC) was hired to conduct a review of the TTC under the 
following focus areas: 
 

1. Incident Management (Reporting and Response) 
2. Capital Project Management 
3. Bus Life and Maintenance 
4. Management Structure 
5. Shared Services 
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6. Charter Services 
7. Peak Hour and Off Peak Service Efficiency 
8. Ridership Growth Management Strategies 
9. Wheel-Trans Operations 
10.  Other areas 

A preliminary update was received by the Commission at its meeting on October 19, 2011. 
While there are some differences, the final report it is largely consistent with the earlier one. 
 
 
DISCUSSION
 
It is important to note that, while staff and AMC met individually and collectively on 
numerous occasions, this consultant’s review represents a fairly cursory look at some of 
the very complex areas noted above.  Clearly, more work was possible on items that affect 
the 2012 budgets than those affecting future years.  For suggested possible future year’s 
savings, staff will develop a detailed plan of action to review and will implement any items 
for which savings can be reasonably verified and implemented. Pages 8-11 of the AMC 
report provides a summary of their recommendations, potential savings in 2012 and 
beyond and some suggestion of what AMC suggests would be a time to implement. Staff 
will also assess the reasonableness of the suggested implementation timelines. Listed 
below is a brief discussion of each of the items. 
 
Incident Management
 
The consultants are recommending the TTC consider the acquisition of a new system to 
integrate data capture, storage and retrieval, examine ways to reduce controllable and 
uncontrollable incident hours and to try to track bus incidents in a more comprehensive 
manner.  Staff agrees that the data capture, storage and retrieval process undergo a 
business process review with a view to improving this and utilizing a more integrated and 
automated system if one can be procured.  Staff are also continuing to examine ways to 
reduce subway incidents, over and above the acquisition of the Toronto Rockets (a far 
more reliable subway train than those being replaced), replacing the aging signal system on 
the Yonge-University-Spadina Subway with a modern Automatic Train Control System, the 
installation of additional cross-over track to permit a reduced recovery time for subway 
delays, the crowd control measures at Yonge-Bloor station and the construction of the 
second platform at Union Station to help reduce the bottle neck impact that exist at those 
key stations.  Staff is also implementing a more comprehensive accident reporting system 
for surface operations. 
 
Capital Project Management
 
AMC are recommending enhanced performance metrics, a modified approach to managing 
project contingencies and a review of the Commission’s capital budgeting process in 
conjunction with the City.  Staff agrees to review all of these items. 
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Bus Life and Maintenance
 
The TTC is finalizing the implementation of a new vehicle work order system for managing 
bus maintenance activities.  AMC is supportive of completing that as quickly as possible 
and utilizing new maintenance activity detail to undertake a comprehensive review to 
determine what the optimal useful life of a bus is from the perspective of lowest overall life 
cycle costs.  Staff agrees with this and once sufficient data is available will conduct this 
review.  It should be noted that a reduction in useful life from the present 18 years to 
something shorter will increase capital acquisition costs, even if it helps reduce long-term 
maintenance costs.  AMC are also recommending benchmarking internal work standards 
and assessing if there are more efficient work methods or outsourcing activities possible.  
Staff agrees with this and will be developing an appropriate approach. 
 
Management Structure
 
AMC suggest the TTC establish span of control ratios as targets for future assessment.  
The TTC is in the process of reducing administrative costs Commission-wide by $14 
million in 2012 ($15 million annualized) on the operating budget and another $7 
million/year on the capital budgets.  Staff will continue to assess administrative resources 
on an annual basis as part of the annual budget process. 
 
Shared Services
 
The 2012 TTC Operating incorporates a plan to test the market on about $60 million in 
various services. AMC support this initiative. Other recommendations include more shared 
ITS purchases and services, more joint procurements with the City and a formal review of 
the City’s SAP system to replace the Commission’s aging corporate systems.  Many of 
these items are the subject of separate Efficiency Reviews also being conducted.  Staff 
agrees to examine all of these possibilities.   
 
Charter Services
 
AMC suggest steps be taken to ensure all charter services are operated on a full cost 
recovery basis.  Charters are priced that way.  Staff will review this area. 
 
Peak Hour and Off Peak Service Efficiency
 
The 2012 TTC Operating Budget as approved by the Commission on September 19, 2011 
incorporates $14 million in service adjustments based on approved changes to vehicle 
loading standards.  AMC support this.  They also support the Commission’s capital projects 
to install Automatic Passenger Counters and on-street signal priority measures.  In fact, 
AMC supports speeding up these projects.  While the TTC Capital Budget is funding-
constrained, staff will examine this.  AMC also suggest the TTC consider reducing the 
number board periods.  Staff does not support this as the TTC’s current service planning 
process is considered industry best practice.  
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Ridership Growth Management Strategies
 
AMC is supportive of TTC plans for incorporating articulated buses in the fleet, completing 
the implementation of the Next Vehicle Arrival System, implementing an electronic fare 
system as well as greater opportunities for efficiencies between TTC and other GTA transit 
systems, and other measures to improve on-street performance.  In addition, AMC 
recommend a review of the subsidy level and service standards for the Blue Night 
Network.  The Commission already approved maintaining the Blue Night Network when it 
approved the 2012 draft TTC Operating Budget on September 19, 2011. 
 
Wheel-Trans Operations
 
The Commission requested staff to examine various levels of TTC/contracted services.  
AMC support this as a possible way to reduce overall costs.  They also support the TTC’s 
schedule software implementation project that is nearing completion. 
 
 
In addition to these nine main focus areas, AMC also made recommendations on 
Performance Management in the areas of time-keeping, modernizing the TTC’s IT 
infrastructure and developing enhanced performance reporting.  Staff is in the process of 
developing a plan for these items. 
 
 
SUMMARY
 
The AMC Service Efficiency Review supports the current cost saving initiatives undertaken 
by the TTC as part of the 2012 Operating Budget Process.  It also supports many of the 
longer term TTC initiatives.  In addition, AMC offers a series of recommendations with 
some suggested possible savings opportunities based on the level review possible within 
the context of this contract.  Staff will undertake further review of these opportunities in 
preparation for the 2013 budgets. 
 
 
 
 - - - - - - - - - - - - 
 
November 18, 2011 
1-15-14 
Attachment – TTC Service Efficiency Study – Final Report 
 
















































































































































