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              STAFF REPORT 
             ACTION REQUIRED 

  
 
Update to TTC Service Standards 
 
Date: May 18, 2017 

To: TTC Board 

From: Chief Executive Officer 

Summary 
 
Service Standards are the decision rules, guidelines and criteria used by the Toronto Transit 
Commission to plan, monitor and evaluate transit services. These standards are designed to 
ensure that the TTC meets its responsibility of providing service effectively and efficiently. The 
service standards are decision rules and guidelines that address:  

• Service design – how routes are designed and where they go 
• Service quality – when service is provided and how frequent it is 
• Performance targets – service reliability, vehicle crowding, service productivity and 

effectiveness 
• Service changes and warrants – how service is modified and when new services are 

introduced 
• Service evaluation – how service is monitored and evaluated on an on-going basis 

Over the last year the TTC undertook a comprehensive review of the existing Board approved 
service standards. The purpose of the study was to consolidate existing standards and to set a 
foundation for our vision and objectives when planning transit service.  
 
This update to the TTC service standards took a no cost approach. The updated service standards 
reflect existing conditions with the goal of continuous improvement over time. It is the TTC’s 
intention to maintain and update this document on a regular basis. Enhancements to the service 
standards, such as improvements to the vehicle crowding standard or minimum service levels, 
will be presented to the Board in a separate report at a later date. 
 
This report presents the study approach, key findings and the updated service standards. These 
service standards exclude Wheel-Trans service.  
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Recommendations 
 
It is recommended that the TTC Board: 
 
1. Approve the service standards attached to this report to help guide the process by which the 

TTC plans and evaluates transit services to ensure that the TTC meets its responsibility of 
providing service effectively and efficiently.  

Financial summary 
 
There are no financial implications resulting from this report. 
 
The Chief Financial and Administrative Officer has reviewed this report and agrees with the 
financial impact information. 

Accessibility / equity matters 
 
The TTC has made significant progress in moving towards providing barrier-free, accessible 
transit services to all customers. Presently, all TTC bus services are operated using accessible, 
low-floor buses. The new low-floor accessible streetcars are currently being deployed and all 
routes will have accessible streetcars by 2019. All subway stations will become accessible by 
2025. 
 
The proposed service standards supports the Accessibility for Ontarians with Disabilities Act 
(AODA) objectives of more-spontaneous travel options for customers with disabilities, and the 
City’s Poverty Reduction Strategy of making transit more accessible and attractive to everyone. 

Decision history 
 
Board Motion 

At its March 19, 2003 meeting, the TTC Board adopted Item 2 – Ridership Growth Strategy 
whereby approving a change in the TTC’s off-peak vehicle crowding standards by planning 
service so that, on average, all customers get a seat when travelling during off-peak times.  
 

http://m.ttc.ca/About_the_TTC/Commission_reports_and_information/Commission_mee
tings/2003/Mar_19_2003/Other/Ridership_Growth_Str.jsp 
 
 
 
 
 
 
 

http://m.ttc.ca/About_the_TTC/Commission_reports_and_information/Commission_meetings/2003/Mar_19_2003/Other/Ridership_Growth_Str.jsp
http://m.ttc.ca/About_the_TTC/Commission_reports_and_information/Commission_meetings/2003/Mar_19_2003/Other/Ridership_Growth_Str.jsp
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Board Motion 
At its July 19, 2006 meeting, the TTC Board adopted Item 4 – Ridership Growth Strategy – 
Status Update whereby approving a reduction in the TTC’s peak vehicle crowding standards. 

 
https://www.ttc.ca/About_the_TTC/Commission_reports_and_information/Commission_meetin
gs/2006/Jul_19_2006/Other/Ridership_Growth_Str.jsp 
 
Board Motion 

At its December 14, 2011 meeting, the TTC Board adopted Item 3B – 2012 Toronto Transit 
Commission - Final Budgets whereby approving an increase in the TTC’s vehicle crowding 
standards to meet the City’s Budget reduction targets. 

 
http://www.ttc.ca/About_the_TTC/Commission_reports_and_information/Commission_meeting
s/2011/December_14_2011/Reports/2012_Toronto_Transit.pdf 

 
Board Motion 

At its August 19, 2014 meeting, the TTC Board adopted Item 17 – Opportunities to Improve 
Transit Service in Toronto whereby approving a number of changes to existing TTC Service 
Standards. This included the ten minute or better network, all day, every-day network, 
overnight network and a reduced off-peak crowding standard. 
 

http://www.ttc.ca/About_the_TTC/Commission_reports_and_information/Commission_meeting
s/2014/August_19/Supplementary_Reports/Decisions/Opportunities_to_Improve_Transit_Servic
e.pdf 

 

Issue background 
 
Service Standards are the criteria used by the Toronto Transit Commission to develop its service 
plans and to monitor and evaluate transit services. These standards are designed to ensure that 
the TTC meets its responsibility of providing service effectively and efficiently. The TTC has 
two major objectives in planning transit services: 

• to maximize mobility within the City of Toronto by ensuring that public transit is 
provided in the right places, at the right times, to satisfy the changing travel needs 
within the community 

• to ensure that all transit services operated by the TTC are as efficient and cost-effective 
as possible and, therefore, affordable to both TTC customers and citizens 

In achieving these goals, the TTC must strike a balance between the benefits achieved from 
providing transit services and the cost to provide these services. The service standards provide a 
formal mechanism for measuring trade-offs in an objective and equitable way. 
 
Service standards were initially developed and approved by the TTC in 1977 to formalize route 
monitoring and evaluation procedures. Since that time the process has evolved and gone through 

https://www.ttc.ca/About_the_TTC/Commission_reports_and_information/Commission_meetings/2006/Jul_19_2006/Other/Ridership_Growth_Str.jsp
https://www.ttc.ca/About_the_TTC/Commission_reports_and_information/Commission_meetings/2006/Jul_19_2006/Other/Ridership_Growth_Str.jsp
http://www.ttc.ca/About_the_TTC/Commission_reports_and_information/Commission_meetings/2011/December_14_2011/Reports/2012_Toronto_Transit.pdf
http://www.ttc.ca/About_the_TTC/Commission_reports_and_information/Commission_meetings/2011/December_14_2011/Reports/2012_Toronto_Transit.pdf
http://www.ttc.ca/About_the_TTC/Commission_reports_and_information/Commission_meetings/2011/December_14_2011/Reports/2012_Toronto_Transit.pdf
http://www.ttc.ca/About_the_TTC/Commission_reports_and_information/Commission_meetings/2011/December_14_2011/Reports/2012_Toronto_Transit.pdf
http://www.ttc.ca/About_the_TTC/Commission_reports_and_information/Commission_meetings/2014/August_19/Supplementary_Reports/Decisions/Opportunities_to_Improve_Transit_Service.pdf
http://www.ttc.ca/About_the_TTC/Commission_reports_and_information/Commission_meetings/2014/August_19/Supplementary_Reports/Decisions/Opportunities_to_Improve_Transit_Service.pdf
http://www.ttc.ca/About_the_TTC/Commission_reports_and_information/Commission_meetings/2014/August_19/Supplementary_Reports/Decisions/Opportunities_to_Improve_Transit_Service.pdf
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a number of revisions. The most recent major review of service standards occurred in 1990. The 
document focuses on the key policies and standards used for planning, design and evaluation of 
TTC’s services and the process by which these policies and standards are applied.  
 
Since 1990, a number of refinements to the standards, and the process by which they are used, 
have been approved by the TTC Board. Specific changes include revisions to the off-peak 
crowding standard which was approved by the Board in 2014 as part of the “Opportunities to 
Improve Transit Service in Toronto” report. 
 
Service standards are evolutionary in nature, because markets, customer expectations and the 
availability of resources change over time. The TTC must, therefore be responsive to these 
changes in order to retain current customers and achieve and sustain ridership growth.  Balancing 
customer expectations and budget constraints is a difficult challenge. Existing services must be 
monitored, measured, and modified continuously to match service levels to demand, address 
community needs and respond to opportunities for new or improved services.  
 
According to the Transit Co-operative Research Program it is recommended that service 
standards be reviewed and updated, every five to ten years, to ensure that the established criteria, 
monitoring tools, and measurement methods are still relevant to the TTC’s operating 
environment, customer needs and expectations and reflect current transit industry trends. 
 
This report presents an update to the TTC service standards. 

Comments 
 
Over the last year the TTC undertook a comprehensive review of the existing Board approved 
service standards. The purpose of the study was to consolidate existing standards and to set a 
foundation for our vision and objectives when planning transit service. A no cost approach was 
taken. The standards reflect existing conditions with the goal of continuous improvement over 
time. It is our intention to maintain and update this document on a regular basis.  
 
The service standards are decision rules and guidelines which address:  

• Service design – how routes are designed and where they go 
• Service quality – when service is provided and how frequent it is 
• Performance targets – service reliability, vehicle crowding, service productivity and 

effectiveness 
• Service changes and warrants – how service is modified and when new services are 

introduced 
• Service evaluation – how service is monitored and evaluated on an on-going basis 

There are a number of other topics and metrics that can be included in the service standards. We 
are currently conducting further research on the following and have plans to include the findings 
in a future version of this document: 
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• Social equity – what is the impact of transit service changes on different customer 
groups, individuals and the community as a whole 

• Customer journey time – how long does it take a customer to complete a trip 
• Service availability – refinement to this section to measure the quality of transit service 

across the city by considering both the walk distance to access the stop and the frequency 
and span of service at a stop in the city. For example: How many key destinations can 
one reach in a 30 minute transit ride. 

• Wheel-Trans service standards 

The TTC wants to ensure that all transit services are effective and efficient as possible while still 
meeting the expectations of our customers. The study involved a review of existing standards, 
peer review, public and stakeholder consultation and the development of a revised service 
standards document.  
 
In reviewing our standards we also seek to ensure that they are aligned with: 

• Nationally recognized sources such the Canadian Urban Transit Association 
• Industry reports published by the Transportation Cooperative Research Program of the 

Transportation Research Board including Synthesis of Transit Practice and Transit 
Capacity and Quality of Service Manual 

• Best practices of other agencies in Canada and the United States  

Existing service standards 
The TTC currently makes use of a number of standards to plan new service and monitor and 
adjust existing service. These standards have been in place for a number of years and some are 
updated frequently. For example the TTC applies vehicle crowding standards to define the upper 
limit of what is an acceptable level of crowding for each type of vehicle at both peak and off-
peak times. This standard is often updated based on fiscal realities. 
 
The TTC also specifies minimum levels of service to ensure that reasonable, attractive transit 
service is provided on all routes. The minimum level of service for bus and streetcar routes is a 
30-minute frequency. On rapid transit, the minimum service level is every six minutes.  
 
As part of this review, we have assessed the service standards that are being used and carried 
forward those which are still relevant in the new document. Some of these that are updated 
frequently required no update. Some that are less often used required validation and update. 
 
Peer review 
The TTC conducted a peer review of 12 agencies across North America. The purpose of the peer 
review is to understand how different transit agencies develop their standards, decision rules and 
processes that guide transit service planning (see Figure 1).  
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Figure 1: Peer review of North American transit agencies 

 
 
Public and stakeholder consultation 
The peer review revealed that all peer transit agencies cover similar content. All documents 
contained standards and guidelines in two major categories: 
 
1. Design Standards:  

• Route design: coverage and access, stop spacing and requirements 
• Service design: service span, frequency / headway  

  
2. Performance Standards:  

• Productivity: passengers per trip, farebox recovery ratio, boardings per service hour 
• Service delivery: on-time performance, headway regularity  
• Vehicle crowding 

 
Some agencies have standards that are detailed and prescriptive, while others are broad and 
general. Some of the peer agencies are still growing, therefore, requiring detailed standards to 
justify where and when they grow. The TTC is a mature system; therefore, the focus is on the 
consistent monitoring and evaluation of services to ensure resources are being spent wisely and 
effectively. As a result of the peer review the following opportunities were noted: 
 

• The service standards update provides an opportunity to formalize and consolidate the 
TTC’s service standards into one document 

• There is an opportunity to introduce new service standards and processes such as service 
reliability 
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• There is an opportunity to expand existing monitoring and evaluation processes, such as 
establishing common performance metrics and formalizing an annual system-wide 
evaluation. 

 
Figure 2 illustrates at a high-level how service standards are developed, applied, and how they 
affect the organization. Any comprehensive review of the TTC’s service standards requires input 
and support from all departments as well as from our customers. As a result, public and 
stakeholder consultation was conducted throughout the review. 
 
Figure 2: How service standards are developed, applied, and how they affect the organization 
 
 
 

 

 

 

 

 
 

 

 
 

 

 

Steering Committee 
A Steering Committee representing various departments was formed and provided guidance at 
all of the major milestones throughout the study. The following departments were represented on 
the committee: 
 

• Strategy and Service Planning 
• Customer Development 
• Bus Transportation  
• Streetcar Transportation 
• Subway Transportation 
• City of Toronto – Transportation Services 
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Employee focus groups 
Four employee engagement sessions were held with TTC staff from Bus Transportation, 
Streetcar Transportation, Subway Transportation, Customer Service staff and Stations staff. The 
purpose of the sessions was to get feedback from front-line employees on current TTC services 
and how they relate to service standards. The discussions revolved around current challenges 
with regards to existing TTC services. All of the sessions generated good discussions, some of 
what we heard is directly related to service standards, while other comments were related to 
operations, communications, fare policy, etc. All stakeholders noted that the most important 
improvement the TTC could make is improving service reliability on all modes. As such, the 
service standards include an updated section on performance standards including both 
productivity and reliability performance metrics. The implementation of VISION will assist with 
improving service delivery and reliability for customers through enhanced route management 
and AVL for buses and streetcars. VISION will also bring new tools through which service can 
be monitored and evaluated. 

Customer online survey 
An online survey was conducted to measure customer perceptions of current service design and 
quality standards. Questions were also asked to identify areas where service changes or 
improvements would be positively received by customers.  
 
The results of the survey re-affirmed many of the things that we already knew about TTC 
customer preferences and priorities. The survey did provide some additional insights. We also 
found that the preferences of TTC customers are consistent across all modes and behaviours.  
 
The following highlights some of the key findings of the survey. To review the full results please 
refer to Appendix 1. 
 
Trip aspect satisfaction 
Survey respondents were asked to think about their last trip on the TTC and rate how satisfied 
they were with each of the following aspects of that trip: 

• The distance required to walk to access the TTC stop/station 
• The length of time they waited for the vehicle 
• The length of time their trip took 
• The level of crowding during their trip 

 
Figure 3, 4 and 5 present the results by mode. For all modes, the majority of respondents were 
very satisfied with the distance they were required to walk to access TTC services. This indicates 
that coverage and access to TTC service’s across the City is not an issue. For bus and streetcar, 
the majority of respondents were not very satisfied with the length of time they waited for their 
TTC vehicle to arrive. This is an indication that a combination of both service frequencies and 
service reliability is an issue. Further to this, streetcar respondents were also dissatisfied with the 
level of crowding on their trip. The existing streetcar fleet is very much constrained; the delivery 
of the new low-floor streetcars should help resolve some of these issues. Satisfaction is the 
highest among subway respondents.  
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Figure 3: Subway trip satisfaction 
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Figure 4: Streetcar trip satisfaction 
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Figure 5: Bus trip satisfaction 
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Importance of service improvements 
A maximum difference analysis was conducted to weigh the perceived value of improvements to overall quality of service. This 
exercise forced respondents to choose the attributes they believe to be the most and least important when it comes to service 
improvements. Figure 6 presents the results. For more details see Appendix 1. 

Figure 6: Importance of service improvements 



Update to Service Standards    13 
 

The results indicate that the two service improvements that would have the greatest impact on 
overall customer satisfaction are improved service reliability and less crowded vehicles during 
rush hour periods; of slightly less importance is shorter wait time during rush hour periods. All 
of these service improvements are related to one another. If service reliability is improved, there 
will be less crowding and shorter wait times during rush hour periods, as vehicles will be 
arriving consistently and regularly to serve customers. 
 
To improve customer satisfaction the TTC should continue to focus on improving service 
reliability. Convenience, comfort, predictability, and dependability are the main features of a 
transit system that will attract riders. It is important that the revised service standards incorporate 
measures of service reliability to allow the TTC to accurately monitor and evaluate existing 
services. 
 
Proposed service standards 
Based on the peer review and consultation activities a revised service standards document was 
developed. The document is a consolidation of existing standards and processes that have 
evolved over time. The document reflects previously approved standards (i.e. crowding standard) 
and projects that have been recently undertaken (i.e. express bus network and community bus). 
In addition, the document has been prepared to be in line with our peers and reflects what we 
heard during our consultation activities.  
 
The following presents a high level overview of what the document contains. The full document 
can be found in Appendix 2. 

Network design standards 
This section covers all aspects related to how the TTC designs its services. The following topics 
are covered: 

• Transit service classifications: definitions of the various types of service that the TTC 
operates (i.e. rapid transit, streetcar, local bus, express bus, community bus) 

• Key principles of system structure and design: grid network, connectivity, directness, 
duplication of service 

• Coverage and access: addresses the accessibility of transit by targeting a maximum 
walking distance that a customer will have to travel to reach a transit station or stop 

• Stop spacing: guidance on stop spacing guidelines for different types of surface routes 

• Early/late connections: the TTC will schedule surface routes to connect to first/last rapid 
transit services 

Quality of service standards  
This section sets out specific criteria for the quality of service that customers can expect. The 
following topics are covered: 

• Span of service: minimum span of service (service start and end times) specified for each 
transit service classification 
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• Frequency of service: minimum service frequency specified for each transit service 
classification 

• Vehicle crowding: standard determines the appropriate level of service based on the 
maximum load point, or the greatest number of customers riding at one time, in the 
busiest direction, along a route during the busiest 60 minutes of each period of service 

• Service reliability: standards set for surface transit and rapid transit; standards include on-
time performance, missed trips, short turns and capacity delivered 

Performance targets 
This section provides guidance on overall performance of the system in terms of the 
effectiveness and efficiency of the service provided. The following topics are covered: 

• Boardings per service hour: is a measurement of the effectiveness of the application of 
the TTC’s resources. It is measured as the total boardings on a route divided by the total 
number of revenue service hours operated. 

• Net cost per passenger: it is the amount of subsidy the TTC requires per boarding 
passengers, over and above fare revenue collected to operate a given route. It is 
calculated by dividing the cost of operating the route by the number of passengers and 
subtracting the average fare per boarding. 

• Change in ridership per net dollar spent: this financial measure indicates the change in 
ridership per dollar of net cost change. This systematic approach of measuring financial 
performance, matching supply and demand, and determining the effects on customers 
ensures that TTC maximizes customers gained when service is increased and minimizes 
customers lost when service is decreased. 

In addition to these performance targets, the TTC uses other performance metrics such as net 
cost per service hour and passengers per revenue kilometre to evaluate service. 

Service change & warrant guidelines 
This section specifies the procedure for changing service levels, routing alignments and when 
new services are warranted.  

• Service change guidelines: defines minor and major types of service changes and when 
Board approval is needed 

o comparison of effects on customers: calculations done to determine the effects of 
a service proposal on customers. Effects are measured by estimating the net 
change in weighted travel time for customers 

o service level change: outlines the conditions in which service is increased or 
reduced 

o public and stakeholder consultation: outlines engagement principles that inform 
all engagement activities related to service changes 

• Express and community bus warrants: outlines the conditions when express bus and 
community bus services will be considered 
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Service evaluation 
This section outlines the various ways in which service is evaluated. The following topics are 
covered: 

• Annual performance review: provides a process with which to measure and evaluate 
system performance on a year-to-year basis 

• Annual route enhancement plan: provides a process with which major service changes are 
evaluated. The plan also consists of a comparative evaluation of all proposed service 
changes in order to determine which proposals represent the best allocation of available 
resources. 

• Ridership monitoring and service adjustments: service adjustments are made through the 
regular Board Period process ten times a year 

• Review of customer feedback: continuous review of suggestions and complaints from 
customers 

• Route management: monitoring of service by each operating division 

• Post-implementation review: formal evaluation of every new service that the TTC 
introduces 

Conclusion 
 
Service standards guide the process by which the TTC plans, measures and evaluates transit 
services to ensure that the TTC meets its responsibility of providing service safely, effectively 
and efficiently.  
 
The service standards provide a formal mechanism for measuring options in an objective and 
equitable way.  
 
The approval of the service standards will provide a systematic and objective means of planning, 
monitoring, adjusting and evaluating conventional transit services across the City of Toronto.  

Contact 
Jacqueline Darwood,  
Head of Strategy and Service Planning,  
416-393-4499,  
Jacqueline.Darwood@ttc.ca 

Attachments 
Appendix 1 - Online Survey Results 
Appendix 2 - Service Standards and Decision Rules for Planning Transit Service 
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Method Online Survey (Panel & Open Links)

Respondents Frequent TTC riders – those who use the TTC at least once every few weeks

Timing January 28 to February 11, 2016

Sample Size Total sample size n=1,772 

Response 
Rate

Average Length of the Interview (LOI) for Completes: 11 minutes
Incidence: 91%
Response Rate: 25%

Significance 
Testing /     = sig. higher/ lower than other subgroups
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EXECUTIVE SUMMARY



EXECUTIVE SUMMARY

The Service Standards Survey re‐affirmed many of things we already knew about TTC Customer preferences and 
priorities. However, the results of this survey have provided the TTC with additional perspective on the key drivers of 
customer satisfaction.

When asked: What are the most important  improvements that the TTC should make to improve the 
overall quality of service?

Wait time, crowding and trip duration commanded the greatest share of preference (which aligns with the drivers of 
satisfaction identified in CSS). 

Specifically, each of the dimensions below commanded an above average share of preference in our maximum 
difference analysis.

1. Vehicles arrive on time as scheduled
2. Less crowded vehicles during rush hour
3. Shorter wait times during rush hour
4. Shorter wait times outside of rush hour
5. Shorter travel time to my destination

Of note, participants in this research explicitly preferred improvements that impacted service during peak periods over 
those that impacted off‐peak service.

Overall, the preferences of TTC customers are consistent across modes and behaviours. However, streetcar riders 
express a slightly different hierarchy in their preferences. Specifically, this group places greater importance on 
improvements that impact crowding (both peak and off‐peak) than do riders on other modes.
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Satisfaction with TTC Services

• Satisfaction with TTC Services is consistent with what has been measured as part of the CSS survey (e.g., Satisfaction 
is higher among occasional riders and those who ride the subway, and lowest among multi‐mode riders who use the 
service frequently).

• Streetcar and bus users are less satisfied with crowding and trip duration on their most recent trip than are subway 
users. 

• A significant proportion of customers are very satisfied with the hours of operation for subway, bus and streetcar 
services.

Travel Preferences

• When planning their trip, customers are most likely to cite the time they wait for a vehicle as the most important 
factor they consider. 

• Time spent on the vehicle is the second most important factor.

• Customers prefer …
• Direct service with transfers if it means shorter overall travel times
• Longer walks to stops/stations on major roads in exchange for a shorter overall travel time

6



CONCLUSIONS & RECOMMENDATIONS

• Customers explicitly prefer vehicles arriving on time over shorter wait times. This suggests that the ability to keep 
to a schedule is actually more important than improving the frequency of vehicle arrival. It also underscores the 
importance of the Next Vehicle Information System and its ability to communicate up‐to‐date and accurate 
information.

• Stop location/walk distance considerations, etc. are of significantly less importance to customers than are wait 
times, trip duration and crowding. However, as ground is made in other areas, these issues might arise in the future.
Further research should be conducted (particularly after significant improvements are implemented) to monitor 
fluctuations in these priorities.

 

• Customers clearly distinguish between service improvements during peak periods and those during off‐peak 
periods. Part of this is due to the influence of frequent riders in our sample; however, this means that improvements 
to off‐peak services will not likely have the same impact on overall satisfaction, value for money and pride in the 
same way that improvements to peak services will.

• Where possible, the development of service standards should consider factors that achieved the highest share of 
preference first and factors that achieved above average share of preference second before considering factors that 
achieved a below average share of preference.

7
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OVERALL SERVICE SATISFACTION BY SOURCE

5/11/2017
Q14 How satisfied were you overall with the quality of the TTC’s service on the last TTC trip you took, on a scale of 1 
to 10 where 10 is extremely satisfied and 1 is extremely dissatisfied? n= 1,772

Very Satisfied (7‐10) 

Middling/No Opinion 
(5,6)

Very Dissatisfied (1‐4)

19% 21%

9%

23%

72%
56%

(n=1,149) (n=623)
Average

Satisfaction 
Rating

7.3 6.2

Panel Website & 
Social Media

= sig. higher/lower 
than other 
subgroups
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OVERALL SERVICE SATISFACTION LOWER AMONG 
FREQUENT RIDERS THAN OCCASIONAL RIDERS

Frequent Occasional 

20% 17%

17%
7%

63%
76%

(n=1,320) (n=452)

Average
Satisfaction 

Rating
6.8 7.5

Very Satisfied (7‐10) 

Middling/No Opinion 
(5,6)

Very Dissatisfied (1‐4)

Q14 How satisfied were you overall with the quality of the TTC’s service on the last TTC trip you took, on a scale of 1 
to 10 where 10 is extremely satisfied and 1 is extremely dissatisfied? n= 1,7725/11/2017

= sig. higher/lower 
than other 
subgroups



SATISFACTION IS HIGHEST AMONG SUBWAY 
USERS

5/11/2017

Subway Bus Streetcar Multi‐Mode

15% 21% 19% 23%

11%

17% 18% 15%

74%
62% 63% 62%

(n=609) (n=193) (n=169) (n=801)Average
Satisfaction 

Rating
7.3 6.7 6.8 6.8

Very Satisfied (7‐10) 

Middling/No Opinion 
(5,6)

Very Dissatisfied (1‐4)

= sig. higher/lower 
than other 
subgroups

11

• Those aged 65+ (85%), males
(71%), single mode users (70%),
leisure/recreation users (78%) and
those taking the TTC to get to
medical appointments (75%) are
more satisfied than their
counterparts and total (66%).

• Those who started their trip in
Scarborough West (57%) are less
satisfied than
Etobicoke/York/South (70%) and
Toronto East (69%).

Q14 How satisfied were you overall with the quality of the TTC’s service on the last TTC trip you took, on a scale of 1 
to 10 where 10 is extremely satisfied and 1 is extremely dissatisfied? n= 1,772



TRIP ASPECT SATISFACTION – SUBWAY

12%

16%

18%

19%

7%

16%

16%

25%

82%

68%

66%

56%

Subway % ‘Satisfied’

Very Satisfied (7‐10) 

Middling/No Opinion 
(5,6)

Very Dissatisfied (1‐4)

The distance you were 
required to walk to access 

the TTC stop/station

The length of time you 
waited for the vehicle

The length of time your 
trip took

The level of crowding 
during your trip

= sig. higher/lower 
than other subgroups

5/11/2017

• Occasional riders and those
aged 65+ are most satisfied
with all trip aspects except for
“distance required to walk”
which was similar to their
counterparts.

• Toronto East riders are most
satisfied with all trip aspects
except for “length of time you
waited for the vehicle.”

12

n=1,380

Q15 Think now about the subway leg of your trip on the [insert route number]. How satisfied were you with 
each of the following aspects of that trip? n=1,380



TRIP ASPECT SATISFACTION – BUS

Very Satisfied (7‐10) 

Middling/No Opinion 
(5,6)

Very Dissatisfied (1‐4)

14%

25%

21%

22%

6%

28%

17%

25%

80%

47%

63%

53%

Bus % ‘Satisfied’

The distance you were 
required to walk to access 

the TTC stop/station

The length of time you 
waited for the vehicle

The length of time your 
trip took

The level of crowding 
during your trip

• Bus riders are most satisfied
with distance to the bus stop.

• Bus riders are least satisfied
with the amount of time
waiting for their vehicle.

135/11/2017

= sig. higher/lower 
than other subgroups

n=849 with n=1,114 bus trip evaluations

Q15 Think now about the bus leg of your trip on the [insert route number]. How satisfied were you with 
each of the following aspects of that trip? n=849



TRIP ASPECT SATISFACTION – STREETCAR

Very Satisfied (7‐10) 

Middling/No Opinion 
(5,6)

Very Dissatisfied (1‐4)

The length of time you 
waited for the vehicle

The length of time your 
trip took

The level of crowding 
during your trip

Streetcar % ‘Satisfied’

11%

22%

21%

19%

7%

29%

23%

36%

82%

48%

56%

44%

The distance you were 
required to walk to access 

the TTC stop/station • Streetcar riders are most
satisfied with the distance to
the streetcar stop.

• Streetcar riders are least
satisfied with the amount of
crowding and amount of time
waiting for their vehicle.

145/11/2017

= sig. higher/lower 
than other subgroups

n=425 with n=490 bus trip evaluations

Q15 Think now about the streetcar leg of your trip on the [insert route number]. How satisfied were you 
with each of the following aspects of that trip? n=425



= sig. higher/lower 
than other subgroups

TRIP ASPECT SATISFACTION
T4B BY MODE

Top 4 Box: Satisfaction Subway Bus Streetcar
n= 1,380 840 425

# of responses= 1,380 1,114 490

The distance you were required to walk to access the TTC stop/station 82% 80% 82%

The length of time you waited for the vehicle 68% 47% 48%

The length of time your trip took 66% 63% 56%

The level of crowding during your trip 56% 53% 44%

5/11/2017 15



SATISFACTION WITH HOURS OF OPERATION

70% 69%
79%

13% 14% 13%

16% 16%
8%

(n=1,380) (n=849) (n=425)

Average
Satisfaction 

Rating
7.2 7.2 8.0

Subway Bus Streetcar

Very Satisfied (7‐10) 

Middling/No Opinion 
(5,6)

Very Dissatisfied (1‐4)

5/11/2017

= sig. higher/lower 
than other subgroups

• Streetcar users are more
satisfied than both subway
and bus users with the hours
of operation of their
respective transport mode.

16Q16 How satisfied are you with each of the following? The hours of operation for [subway/bus/streetcar] 
service… n=1,380 



SATISFACTION WITH HOURS OF OPERATION–
SUBWAY

70% 68%
77%

13% 13% 14%

16% 19%
10%

(n=1,380) (n=1013) (n=367)

Average
Satisfaction 

Rating
7.2 7.1 7.7

Subway
Subway 

Frequent
Subway

Occasional

Very Satisfied (7‐10) 

Middling/No Opinion 
(5,6)

Very Dissatisfied (1‐4)

5/11/2017

= sig. higher/lower 
than other subgroups

• Occasional subway riders are
more satisfied  with the hours
of subway operation than are
frequent subway riders.

17Q16 How satisfied are you with each of the following? The hours of operation for [subway/bus/streetcar] 
service… n=1,380 



SATISFACTION WITH HOURS OF OPERATION–
BUS

69% 67%
77%

14% 14% 13%

16% 18%
10%

(n=849) (n=683) (n=166)

Average
Satisfaction 

Rating
7.2 7.0 7.6

Bus
Bus

Frequent
Bus

Occasional

Very Satisfied (7‐10) 

Middling/No Opinion 
(5,6)

Very Dissatisfied (1‐4)

5/11/2017

= sig. higher/lower 
than other subgroups

• Occasional bus riders are
more satisfied  with the hours
of bus operation than are
frequent bus riders.

18Q16 How satisfied are you with each of the following? The hours of operation for [subway/bus/streetcar] 
service… n=849 



SATISFACTION WITH HOURS OF OPERATION–
STREETCAR

79% 78% 80%

13% 12% 16%

8% 10% 4%

(n=425) (n=344) (n=81)

Average
Satisfaction 

Rating
8.0 8.0 8.0

Streetcar
Streetcar
Frequent

Streetcar
Occasional

Very Satisfied (7‐10) 

Middling/No Opinion 
(5,6)

Very Dissatisfied (1‐4)

5/11/2017

= sig. higher/lower 
than other subgroups

• Satisfaction with streetcar
hours of operation is the same
across frequent and
occasional riders

19Q16 How satisfied are you with each of the following? The hours of operation for [subway/bus/streetcar] 
service… n=425
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MAXIMUM DIFFERENCE 
(MAXDIFF)
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MAXIMUM DIFFERENCE (MAXDIFF) ANALYSIS

A Maximum Difference (MaxDiff) analysis was conducted  to weigh the perceived value of improvements to overall 
quality of service. MaxDiff is a used in research to extract preference/importance scores for multiple items (i.e., brand 
preferences, product features, product benefits, customer satisfaction, etc.). Instead of having respondents rate 
attributes on a scale, MaxDiff forces respondents to choose the attributes they believe to be the most and least 
important. 
Benefits of the data obtained by implementing a MaxDiff analysis for preference/importance compared to traditional 
measures include:

• Avoids scale bias – Respondents may rate all items 8 – 10, making it difficult to identify the items of greater
importance; rating scales lack discrimination among items. MaxDiff forces discrimination between items for
greater understanding of what is most important.

• Produces ratio level insights – Provides a better measure of relative position than ranking data (e.g., with
ranking data, is the difference between 1st and 2nd the same as the difference between 2nd and 3rd?).

• Avoids ambiguity of scaled responses – Peopl  e understand and use scales differently (e.g., from a
respondent’s perspective, what is the difference between an “8” and a “9” on a rating scale of importance?).



IMPORTANCE OF IMPROVEMENTS

1.9

2.1

3.3

4.3

4.7

5.1

7.4

11.0

11.0

14.5

17.3

17.5

Shorter walk to station/stops

Routes that are less direct

Shorter wait times overnight

Reduced need to transfer

Routes that are more direct

Improved connections to other transportation…

Less crowded vehicles outside of rush hour periods

Shorter travel time to my destination

Shorter wait times outside of rush hour periods

Shorter wait times during rush hour periods

Less crowded vehicles during rush hour periods

Vehicles arrive on time as scheduled

% Share of Preference (S.O.P)
(n=1,772)

Average (8.3%)

Above 
average 
S.O.P

Below 
average 
S.O.P

Blue Line denotes tier of statistical significance.5/11/2017 22



IMPORTANCE OF IMPROVEMENTS

1.8

2.0

3.3

3.9

4.4

4.4

7.5

11.2

11.1

15.0

17.8

17.6

Shorter walk to station/stops

Routes that are less direct

Shorter wait times overnight

Reduced need to transfer

Routes that are more direct

Improved connections to other…

Less crowded vehicles outside of rush…

Shorter travel time to my destination

Shorter wait times outside of rush hour…

Shorter wait times during rush hour…

Less crowded vehicles during rush hour…

Vehicles arrive on time as scheduled

Total (n=1,320)

2.2

2.3

3.1

5.4

5.4

7.3

6.8

10.4

10.6

13.3

16.0

17.1

Total (n=452)

Frequent Occasional

= sig. higher/lower 
than other subgroups

• The top attributes are
the same across
frequent and occasional
riders.

5/11/2017 23



IMPORTANCE OF IMPROVEMENTS

1.7

1.9

2.8

4.1

4.7

4.7

7.0

11.8

10.3

15.5

18.2

17.4

Shorter walk to station/stops

Routes that are less direct

Shorter wait times overnight

Reduced need to transfer

Routes that are more direct

Improved connections to other…

Less crowded vehicles outside of rush…

Shorter travel time to my destination

Shorter wait times outside of rush hour…

Shorter wait times during rush hour…

Less crowded vehicles during rush hour…

Vehicles arrive on time as scheduled

Total (n=953)

2.1

2.3

3.9

4.6

4.7

5.6

7.8

10.0

11.8

13.4

16.3

17.6

Total (n=819)

Peak Off Peak

= sig. higher/lower 
than other subgroups

• Peak travellers find
shorter wait times
during rush hour to be
more important than
off‐peak travellers.

• Conversely, shorter wait
times outside of rush
hour is more important
to off‐peak riders than
peak riders.

5/11/2017

24



IMPORTANCE OF IMPROVEMENTS

2.1

2.1

2.7

5.0

5.1

7.1

6.8

11.2

9.4

14.3

17.7

16.7

Shorter walk to station/stops

Routes that are less direct

Shorter wait times overnight

Reduced need to transfer

Routes that are more direct

Improved connections to other…

Less crowded vehicles outside of rush…

Shorter travel time to my destination

Shorter wait times outside of rush hour…

Shorter wait times during rush hour…

Less crowded vehicles during rush hour…

Vehicles arrive on time as scheduled

Total (n=609)

1.9

2.5

3.7

4.5

4.3

4.0

7.7

10.4

11.7

14.3

16.8

18.3

Total (n=193)

Subway Bus

= sig. higher/lower 
than other subgroups

• Bus riders are more concerned
about vehicle reliability and
shorter wait times outside of
rush hour than subway riders.

• The hierarchy of most
important improvements for
multi‐mode users follows the
same hierarchy as the overall
outlook.

5/11/2017 25



IMPORTANCE OF IMPROVEMENTS
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1.6

1.8

3.4

3.5

3.6

4.0

9.3

10.6

12.2

15.1

16.7

18.2

Shorter walk to station/stops

Routes that are less direct

Shorter wait times overnight

Reduced need to transfer

Improved connections to other transportation…

Routes that are more direct

Less crowded vehicles outside of rush hour periods

Shorter travel time to my destination

Shorter wait times outside of rush hour periods

Shorter wait times during rush hour periods

Vehicles arrive on time as scheduled

Less crowded vehicles during rush hour periods

Total (n=169)

Streetcar

*Bus

*Subway

*Subway 
& Bus

*Subway

*Subway

*Subway

= sig. higher/lower 
than other subgroups

• In general, the hierarchy of factors is
similar for streetcar riders; however,
crowding during rush hour becomes the
most important improvement.



IMPORTANCE OF IMPROVEMENTS

5/11/2017 2

2.0

2.6

3.1

4.3

3.8

4.5

8.4

10.4

12.0

14.2

17.3

17.4

Shorter walk to station/stops

Routes that are less direct

Shorter wait times overnight

Reduced need to transfer

Improved connections to other…

Routes that are more direct

Less crowded vehicles outside of rush…

Shorter travel time to my destination

Shorter wait times outside of rush hour…

Shorter wait times during rush hour…

Vehicles arrive on time as scheduled

Less crowded vehicles during rush hour…

Total (n=111)

1.9

3.9

3.7

3.8

4.1

8.3

10.5

12.3

15.0

17.1

17.7

Total (n=338)
Right of Way Fixed

1.7
7

= sig. higher/lower 
than other subgroups

• No significant difference
in attribute importance
between ‘right of way’
and ‘fixed’ streetcar
users.
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1.9

2.2

3.4

4.6

4.7

5.7

7.1

10.8

10.8

14.2

17.0

17.6

Shorter walk to station/stops

Routes that are less direct

Shorter wait times overnight

Reduced need to transfer

Routes that are more direct

Improved connections to other…

Less crowded vehicles outside of rush…

Shorter travel time to my destination

Shorter wait times outside of rush hour…

Shorter wait times during rush hour…

Less crowded vehicles during rush hour…

Vehicles arrive on time as scheduled

Total (n=1,172)

1.6

1.6

3.2

3.6

4.0

2.9

8.8

11.2

11.6

15.8

18.5

17.2

Total (n=251)

Good/Excellent (7‐10) Poor (1‐4)

= sig. higher/lower 
than other subgroups



IMPORTANCE OF IMPROVEMENTS
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2.0

2.2

3.2

4.6

4.7

5.7

7.1

10.5

10.8

14.5

17.1

17.5

Shorter walk to station/stops

Routes that are less direct

Shorter wait times overnight

Reduced need to transfer

Routes that are more direct

Improved connections to other…

Less crowded vehicles outside of rush…

Shorter travel time to my destination

Shorter wait times outside of rush hour…

Shorter wait times during rush hour…

Less crowded vehicles during rush hour…

Vehicles arrive on time as scheduled

Total (n=1,149)

1.6

1.8

3.4

3.8

4.6

4.1

7.8

11.9

11.4

14.5

17.7

17.3

Total (n=623)

Panel Website/Social Media

= sig. higher/lower 
than other subgroups

• Respondents from the
TTC website/social
media place more
importance on shorter
travel times to
destinations than do
respondents from the
panel.
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1.7

2.2

3.7

3.6

4.5

4.7

7.9

10.5

10.5

15.1

17.1

18.3

Shorter walk to station/stops

Routes that are less direct

Shorter wait times overnight

Reduced need to transfer

Routes that are more direct

Improved connections to other…

Less crowded vehicles outside of rush…

Shorter travel time to my destination

Shorter wait times outside of rush hour…

Shorter wait times during rush hour…

Less crowded vehicles during rush hour…

Vehicles arrive on time as scheduled

Total (n=125)

2.2

1.9

3.5

5.6

5.0

6.0

6.9

11.8

10.5

13.4

16.4

16.9

Total (n=221)

Etobicoke/York/North Etobicoke/York/SouthTrip Origin:

= sig. higher/lower 
than other subgroups

• On‐time reliability and
shorter wait times
during rush hour are
more important in the
Etobicoke/York/North
region than in the
Etobicoke/York/South
region.
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2.4

2.6

3.4

4.8

5.4

6.2

5.8

12.2

11.0

13.5

14.9

17.8

Shorter walk to station/stops

Routes that are less direct

Shorter wait times overnight

Reduced need to transfer

Routes that are more direct

Improved connections to other…

Less crowded vehicles outside of rush…

Shorter travel time to my destination

Shorter wait times outside of rush hour…

Shorter wait times during rush hour…

Less crowded vehicles during rush hour…

Vehicles arrive on time as scheduled

Total (n=117)

1.8

2.2

4.9

4.2

5.0

4.8

8.2

10.0

11.5

13.9

15.9

17.6

Total (n=105)

Scarborough East Scarborough WestTrip Origin:

= sig. higher/lower 
than other subgroups

• Shorter travel time is
more important in the
Scarborough East
region than the West.

• Less crowded vehicles
outside of rush hour
are more important in
the Scarborough West
region than the East.
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1.9

2.1

2.8

4.5

5.1

6.1

6.5

12.2

10.2

14.4

16.7

17.6

Shorter walk to station/stops

Routes that are less direct

Shorter wait times overnight

Reduced need to transfer

Routes that are more direct

Improved connections to other transportation…

Less crowded vehicles outside of rush hour periods

Shorter travel time to my destination

Shorter wait times outside of rush hour periods

Shorter wait times during rush hour periods

Less crowded vehicles during rush hour periods

Vehicles arrive on time as scheduled

North York
(n=403)Trip Origin:

• Customers who’s trip originates in
North York place greater importance
on shorter travel time to their
destination



IMPORTANCE OF IMPROVEMENTS

1.7

2.0

3.2

4.0

4.3

4.3

8.0

10.2

11.5

15.0

18.5

17.4

Shorter walk to station/stops

Routes that are less direct

Shorter wait times overnight

Reduced need to transfer

Routes that are more direct

Improved connections to other transportation…

Less crowded vehicles outside of rush hour periods

Shorter travel time to my destination

Shorter wait times outside of rush hour periods

Shorter wait times during rush hour periods

Less crowded vehicles during rush hour periods

Vehicles arrive on time as scheduled

Toronto East
(n=801)Trip Origin:

• Customers who’s trip originates in
Toronto East cite crowding during rush
hour as the most important
improvement

5/11/2017 33
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TRIP PLANNING IMPORTANCE –USAGE

5/11/2017

46%

30%

17%

8%

51%

30%

12%

8%

The time you wait for
the bus/ streetcar/

subway

The time you spend
travelling in the vehicle

The number of transfers
you are required to

make

The time it takes to walk
to/from your stop

Total
(n=1,772)

Frequent
(n=1,320)Rank 1: 

Occasional
(n=452)

53%

29%

10%

8%

• Frequent riders place
higher importance on
wait time for their
vehicle than do
occasional riders.

• Occasional riders find
the number of
transfers on a trip
more important than
do frequent riders.

35Q21 When planning your trip on the TTC, please rank the following aspects of your trip in order of importance 
with 1 being the most important and 4 being the least important. n=1,772



TRIP PLANNING IMPORTANCE - MODE

51%

30%

12%

8%

The time you wait for
the bus/ streetcar/

subway

The time you spend
travelling in the vehicle

The number of transfers
you are required to

make

The time it takes to walk
to/from your stop

Total
(n=1,772)

Subway
(n=609)Rank 1: 

Bus
(n=193)

41%

35%

15%

9%

53%

23%

12%

12%

59%

27%

9%

5%

56%

28%

9%

7%

Streetcar
(n=169)

Multi‐Mode
(n=801)

Q21 When planning your trip on the TTC, please rank the following aspects of your trip in order of importance 
with 1 being the most important and 4 being the least important. n=1,772
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TRIP PLANNING IMPORTANCE – INDEX SCORE
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38.0%

29.9%

19.1%

13.0%

The time you wait for the bus/streetcar/subway

The time you spend travelling in the vehicle

The number of transfers you are required to make

The time it takes to walk to/from your stop

Weighted Importance

Q21 When planning your trip on the TTC, please rank the following aspects of your trip in order of importance 
with 1 being the most important and 4 being the least important. n=1,772

Data on this slide is weighted according to the total number of occurrences listed as the top 1-3 ranks. Rank 1 
equal 3 points, rank 2 = 2 points, rank 3 = 1 point, rank 4 = 0 points. Total score was then divided by the number 
of respondents
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CONNECTIONS PREFERENCE – USAGE 

71%
60%

29%
40%

Connections Preference

Frequent 
(n=1,320)

Occasional 
(n=452)

Service that provides a more direct 
service, but requires one or more 
transfers resulting in an shorter 

overall travel time

Service that allows me to make my trip 
on one vehicle, but involves more stops 
in local neighbourhoods resulting in a 

longer overall travel time

• Younger riders (<25: 72%; 25‐44:
71%) are more likely to prefer a
shorter travel time with more
transfers than older riders (45‐64:
65%; 65+: 58%).

• Those in Etobicoke/York/North (77%)
are more likely than riders from
other regions to prefer a shorter
travel time with more transfers.

385/11/2017

Q19  Thinking about your travel preferences, select the option that you prefer for each scenario presented. I 
prefer … A. Service that allows me to make my trip on one vehicle, but involves more stops in local 
neighbourhoods resulting in a longer overall travel time. OR B. Service that provides a more direct service, but 
requires one or more transfers resulting in an shorter overall travel time. n=1,772



TRAVEL PREFERENCE – USAGE 
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79% 75%

21% 25%

Stop Distance A

Longer walks to/from bus stops with 
direct and frequent service along major 
roads resulting in shorter overall travel 

time

Shorter walks to/from bus stops with 
less direct and less frequent service 

through local neighbourhoods  
resulting in longer overall travel time

Frequent 
(n=1,320)

Occasional 
(n=452)

• Younger riders (<25%:82%;
25‐44: 80%) prefer longer
walks to/from bus stops with
more direct and frequent
service compared to older
riders (45‐64:74%; 65+:73%).

39

Q18  Thinking about your travel preferences, select the option that you prefer for each scenario presented. I 
prefer … A. Longer walks to/from bus stops with direct and frequent service along major roads resulting in shorter 
overall travel time.  OR B. Shorter walks to/from bus stops with less direct and less frequent service through local 
neighbourhoods  resulting in longer overall travel time. n=1,772



EXPRESS VS. LOCAL SERVICE – USAGE 
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71% 71%

29% 29%

Stop Distance B

Frequent 
(n=1,320)

Occasional
(n=452)

A longer walk to my stop if it means a 
shorter travel time to get to my 

destination

A shorter walk to my stop if it means 
a longer travel time to get to my 

destination 

• Responses to these preferred
methods remained consistent
across majority of segments.

40

 

Q20     Thinking about your travel preferences, select the option that you prefer for each scenario presented. I 
prefer… A. A longer walk to my stop if it means a shorter travel time to get to my destination OR B. A shorter walk 
to my stop if it means a longer travel time to get to my destination.. n=1,772
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RESPONDENT DEMOGRAPHIC PROFILE

44%

49%

7%

GENDER

5/11/2017

AGE DISTRIBUTION

<25 25 – 44 45 – 64 65+

15% 43% 34% 9%

HOUSEHOLD INCOME
23% earn <$45,000
29% earn $45k – under $85k
31% earn $85k+
17% Prefer not to answer 

LEVEL OF EDUCATION

10%
21%

66%

Elementary/partial
high school/graduated

high school

Partial
college/graduated

college

Partial
university/graduated

university
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RESPONDENT BEHAVIOURAL PROFILE
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42%

32%
9% 16%

 Once a day or
more often

 Several times a
week

 Once a week  Once every few
weeks

Frequency of TTC Usage

9% 28%
17%

7% 11%
17%

8% 2% 1%

Early
morning
(before
7:30am)

Morning
rush hour
(7:31am ‐
9:30am)

Late
morning
(9:31am ‐
11:30am)

Lunch
(11:31am ‐
1:30pm)

Afternoon
(1:31pm ‐
3:30pm)

Rush hour
(3:31pm ‐
6:30pm)

Evening
(6:31pm ‐
9pm)

Night
(9:01pm ‐
10:59pm)

Late night
(11pm

onwards)

Time of Most Recent TTC Trip

Work/ 
Business
58%

Recreation
/Leisure
20%

School
10%

Medical 
Appointm

ents
7%

Other
5%

Purpose of Last TTC Trip

78%

48%

24%

Subway Bus Streetcar

Mode of Transportation of Most 
Recent TTC Trip
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DATA CLEANING GUIDELINES

Data was cleaned to ensure overall quality of study. Many measures were undertaken to make certain valid respondent 
data was used in the analyses.

Guidelines used for the data cleaning process used include:

• Maximum Difference – Respondents given a ranking score for each item in the survey using statistical 
modelling. This process provides a score as to how consistent each respondent’s answers are – respondents 
are removed based on their consistency score

• IP Address/Test IDs – Respondents with Environics’ IP address were removed (testing), as well as respondents 
with the IP address: 198.168.255.130 (the TTC IP address)

• Junk Open Ends – Removed respondents who provided inappropriate wording

• IP Duplicates – Removed all IP duplicates 

• Racers – Removed respondents who completed the survey in less than two‐fifths of the median time

• Straightliners – Removed all respondents who straightlined on more than one battery at Q15

• Station Start/Exit   – A respondent could not begin and end their trip on the subway at the same station

• Ward/Route   – A portion of the respondent’s trip (either beginning or ending ward) must be accounted for in 
the respondent’s trip itinerary

• Bus Routes – Secon  d bus route information was removed if the bus route had already been selected as the 
first route 

• Streetcar Routes – Secon  d streetcar route information was removed if the streetcar route had already been 
selected as the first route 
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INFREQUENT TTC RIDERS

Those who use the TTC less than twice a month:
(n=1,322)

5/11/2017 46

13%

87%

TTC Usage
Once a month

Less often than once a month

47%
50%

3%

GENDER

38%

24%

19%

14%

5%

Inconvenient to get to/from

Prefer to walk/drive/carpool

Issue with service (delays, too
infrequent...)

Don't need to use it

Other

Reasons for not using TTC Frequently

AGE DISTRIBUTION

<25 25 – 44 45 – 64 65+

6% 20% 52% 22%

MAIN MODE OF TRANSPORTATION
84% Drive myself
5%   Bus (not TTC)
4%   Ride from someone else
7% Other



FREQUENT, OCCASIONAL, INFREQUENT
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Response
Frequent

(n=1,320)
Occasional
(n=452)

Less than Twice a Month
(n=1,322)

Age

< 25 17% 8% 6%

25 – 44 47% 33% 20%

45 – 64 31% 43% 52%

65 + 6% 16% 22%

Gender

Male 48% 52% 50%

Female 43% 45% 47%

Other/Prefer not to respond 8% 3% 3%

Purpose of Last Trip
Work/Personal Business 66% 33% -

Leisure/ Recreation 9% 35% -

Modes Used

Subway 77% 81% -

Bus 52% 37% -

Streetcar 26% 18% -

/         significantly higher/lower



FREQUENT VS. OCCASIONAL 
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Frequent
(n=1,320)

Occasional
(n=452)

Overall Satisfaction T4B 63% 76%

Satisfaction 
T4B:

Subway

Total (n=1,013) (n=367)

Crowding 52% 69%

Trip Duration 63% 75%

Wait Time 66% 76%

Walk Distance 81% 82%

Satisfaction 
T4B:
Bus

Total (n=849) (n=166)

Crowding 57% 65%

Trip Duration 66% 73%

Wait Time 52% 55%

Walk Distance 84% 84%

Satisfaction 
T4B:

Streetcar

Total (n=344) (n=81)

Crowding 44% 60%

Trip Duration 57% 63%

Wait Time 49% 56%

Walk Distance 80% 93%

/         significantly higher/lower



OVERALL SERVICE SATISFACTION BY SOURCE

5/11/2017

= sig. higher/lower 
than other 
subgroups

49

Panel Website & 
Social Media

19% 21%

9%

23%

72%
56%

(n=1,149) (n=623)
Average

Satisfaction 
Rating

7.3 6.2

Very Satisfied (7‐10) 

Middling/No Opinion 
(5,6)

Very Dissatisfied (1‐4)

Q14 How satisfied were you overall with the quality of the TTC’s service on the last TTC trip you took, on a scale of 1 
to 10 where 10 is extremely satisfied and 1 is extremely dissatisfied? n= 1,772



PANEL VS. WEBSITE & SOCIAL MEDIA 
RESPONDENTS
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Panel
(n=1,149)

Website & Social Media
(n=623)

Age

< 25 9% 25%

25 – 44 37% 55%

45 – 64 42% 18%

65 + 12% 3%

Gender

Male 48% 51%

Female 49% 35%

Other/Prefer not to 
respond

3% 14%

Frequency of 
Use

Frequent 65% 92%

Occasional 35% 8%

Purpose of Last 
Trip

Work/Personal Business 53% 65%

Leisure/ Recreation 19% 10%

Modes Used

Subway 80% 74%

Bus 44% 54%

Streetcar 21% 30%

/         significantly higher/lower



PANEL VS. WEBSITE & SOCIAL MEDIA
RESPONDENTS
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Panel
(n=1,149)

Website & Social Media
(n=623)

Overall Satisfaction T4B 72% 56%

Satisfaction 
T4B:

Subway

Total (n=918) (n=462)

Crowding 60% 50%

Trip Duration 70% 58%

Wait Time 72% 62%

Walk Distance 82% 80%

Satisfaction 
T4B:
Bus

Total (n=511) (n=338)

Crowding 61% 54%

Trip Duration 73% 60%

Wait Time 54% 51%

Walk Distance 85% 83%

Satisfaction 
T4B:

Streetcar

Total (n=240) (n=185)

Crowding 51% 41%

Trip Duration 65% 50%

Wait Time 50% 50%

Walk Distance 83% 82%

/         significantly higher/lower
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1 INTRODUCTION 

The Toronto Transit Commission (TTC) is responsible for providing public transit in the City 
of Toronto. The TTC’s vision, mission, and core values are: 

• vision: a transit system that makes Toronto proud 
• mission: to provide a reliable, efficient and integrated bus, streetcar and rapid 

transit network that draws its high standards of customer care from our rich 
traditions of safety, service and courtesy 

• core values: we value both the quality and quantity of time customers spend on 
the TTC 

The TTC strives towards making public transit the simplest, fastest, and most cost 
efficient way to move around in Toronto. The service standards lay out a framework for 
achieving these goals. Service standards are the process by which the TTC plans and 
evaluates transit services. The TTC has two major objectives in planning transit services: 

• to maximize mobility within the City of Toronto by ensuring that public transit is 
provided in the right places, at the right times, to satisfy the changing travel needs 
within the community 

• to ensure that all transit services operated by the TTC are as efficient and cost-
effective as possible and, therefore, affordable to both TTC customers and citizens 

In achieving these goals, the TTC must strike a balance between the benefits achieved 
from providing transit services and the cost to provide these services. The service 
standards provide a formal mechanism for measuring trade-offs in an objective and 
equitable way. The service standards are decision rules and guidelines that are:  

• grounded in business logic and principles 
• transparent, quantifiable, reproducible  
• applied consistently, fairly and equally 

The service standards provide a systematic and objective means of planning, monitoring, 
adjusting, and evaluating conventional transit services throughout the City of Toronto. 
These service standards apply to conventional transit services only and exclude Wheel 
Trans service. 
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2 NETWORK DESIGN STANDARDS 

2.1 Transit Service Classifications 

The TTC operates an integrated multi-modal transit network that provides customers the 
following services: 

• rapid transit 
• streetcar 
• bus 

2.1.1 Rapid Transit 

The TTC currently operates four rapid transit lines along dedicated rights-of-way across the 
City of Toronto. Current rapid transit lines include:  

• Line 1 – Yonge-University 
• Line 2 – Bloor-Danforth 
• Line 3 – Scarborough  
• Line 4 – Sheppard 

2.1.2 Streetcar 

The TTC currently operates 11 streetcar routes predominantly in downtown Toronto. The 
streetcar routes operate on surface streetcar tracks making frequent stops similar to local 
bus routes. Some streetcar routes operate either in mixed traffic, or partly or wholly within 
their own rights-of-way. 

2.1.3 Bus 

The TTC currently operates over 140 bus routes via three types of services -- local, 
express and community -- each designed to meet specific customer travel requirements.  

Local 

The TTC currently operates more than 130 local bus routes in mixed traffic on major 
arterials, minor arterials, and collector roads across the City of Toronto. Local bus routes 
are designed as fixed routes with frequent stops and are intended to serve and connect 
residential, employment and institutional areas with each other. These connections occur 
either directly or indirectly through a connection to other surface and rapid transit services.  
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Express 

The TTC operates two types of express bus services: Tier 1 and Tier 2 express bus 
services. 

Tier 1: Tier 1 express services are limited stop bus services that are designed to 
complement the rapid transit network and provide frequent and faster service on 
high-demand bus corridors with major urban nodes. These routes operate at a 
minimum frequency of ten minutes or better on weekdays from 6:00 am - 10:00 
pm and fifteen minutes or better on weekends from 8:00 am - 7:00 pm.  

Tier 2: Tier 2 express services are designed to provide frequent and faster service 
on busy bus corridors generally during the weekday peak periods. These routes 
operate at a minimum frequency of fifteen minutes or better on weekdays from 
6:00 am - 9:00 am and from 3:00 pm – 7:00 pm.  

Community  

Community bus routes are fully accessible transit services that can be used by anyone, but 
are designed primarily for seniors and people with disabilities who are paratransit 
customers who are able to include conventional transit as part of their travel plans. 

Community bus services operate on fixed routes, can be flagged down at any point along 
the route, and are designed to provide easier access to facilities oriented to the target 
market group, such as seniors’ apartments, medical facilities, community centres and 
shopping centres. 

2.2 Key Principles of System Structure and Design 

Transit network design must take into account both the needs of the customer and the 
transit operator, as well as the practical ability to provide the service. From the customer’s 
perspective, the transit network should provide convenient and reliable service when and 
where they need to go, with good customer communication and service. From a system-
wide transit operations perspective, the transit network must be manageable, operable, 
and sustainable – all within the constraints of a fixed operating budget. The following are 
key principles that are critical in building an effective and efficient transit network. 

2.2.1 Accessibility 

The TTC has a strong organizational commitment to accessibility and is making continuous 
progress towards making all of its vehicles, facilities, and services accessible, consistent 
with Provincial AODA legislation. The TTC’s implementation of accessibility improvements 
is guided by the 2014-2018 TTC Multi-Year Accessibility Plan, which outlines the TTC’s 
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long-term vision for an accessible transit system. Presently, all TTC bus services are 
operated using accessible, low-floor buses. The new low-floor accessible streetcars are 
currently being deployed and all routes will have accessible streetcars by 2019. All subway 
stations will become accessible by 2025. 

2.2.2 Grid Network 

Surface (i.e. streetcar, bus) routes will conform or be oriented to the grid system of major 
arterial roads in the City of Toronto. A basic grid network of surface transit services 
provides an efficient means of supplying convenient service between the majority of origins 
and destinations throughout the City, and it provides the maximum number of route 
combination choices for customers. 

2.2.3 Network Connectivity 

Connections between surface routes and rapid transit lines will be maximized. This allows 
for faster service for long distance trips, and is more cost-effective for moving high 
volumes of customers. An integrated surface and rapid transit network maximizes travel 
choices, yet necessitates transfers for the majority of TTC customers. Therefore seamless 
connections between surface routes and rapid transit stations, and between surface routes 
on-street are essential. Seamless connections will be provided between services regardless 
of the transit provider.   

2.2.4 Route Directness 

Surface routes will be planned so that they meet customers’ travel needs as well as 
possible. Routes will be as direct as possible to minimize customer travel time. Diversions 
off a direct path will only occur where the benefit to customers of the diversion exceeds 
the inconvenience to all other customers.  

2.2.5 Duplication of Service 

In most cases, only one local route will operate on each major arterial roadway or on 
closely spaced parallel roadways (less than 800m) to make the best use of available 
resources.  When parallel routes operate closer together, they split the potential demand 
for service. In areas and time periods of low demand, this can result in many routes 
competing for the same passengers and no route attracting enough demand to warrant 
higher frequency service.  It may be necessary in some cases; however, to duplicate 
service along major arterials where a) routes merge to feed a rapid transit station, b) routes 
are designed and function as branch services, or c) to achieve other system design 
objectives. 
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2.3 Coverage and Access 

An important aspect of providing the City of Toronto with adequate access to transit 
services is the proximity or accessibility of transit service to population and employment 
areas. The coverage and access standard addresses the accessibility of transit by 
targeting a maximum walking distance that a customer will have to travel to reach a 
transit station or stop. 

The TTC provides public transit services 24-hours a day, seven days a week. Coverage and 
access to transit service varies by operating day and depends on customer demand (see 
Section 3.0).  

2.3.1 Base Network – “All-Day, Every-Day”  

The TTC provides base (subway, streetcar and bus service) coverage and access to transit 
services in the City of Toronto during regular daytime and evening hours, aligned generally 
with the operating hours of the rapid transit network approximately from:  

• 6:00 am to 1:00 am, on weekdays and Saturdays and holidays; and 
• 8:00 am to 1:00 am on Sundays. 

The base network, also known as the All-Day, Every-Day network, will be provided with 
regular rapid transit, streetcar and bus routes. The base network of transit services is 
designed so that 90% of the population and employment is within a 400 metre (5 minute) 
walk of transit service seven days a week. 

2.3.2 Overnight Network – “Blue Night”  

The TTC’s overnight network of bus and streetcar service, known as the Blue Night 
Network, will be provided between approximately 1:30 am and 5:30 am from Monday 
to Saturday, and between approximately 1:30 am and 8:00 am on Sunday and 
holidays, after the regular daytime and evening services have ended.  

The overnight network is designed so 95% of the population and employment is within 
a 1,250 metre walk (15 minutes) of transit service. Consequently, overnight services 
may be provided on different routes than the base network in order to meet these 
requirements. Where possible, however, overnight routes will follow daytime routing and 
be identified in a manner consistent with the daytime route. The overnight network is an 
important part of the TTC's commitment to maximizing the mobility of people in the 
City of Toronto and meeting all of their diverse travel needs.  
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2.3.3 Coverage and Access Standard 

The TTC will provide, at minimum, coverage and access to transit service as presented in 
Table 1.  

Table 1: Coverage and Access Standard 

 
Operating Day 

% of 
Population and 
Employment 

Within 
Walk Distance 

Within 
Walk Time 

Base Network - “All-Day, Every-Day” 
Weekdays* - (6:00 am to 1:00 am) 
Saturdays** - (6:00 am to 1:00 am) 
Sundays** - (8:00 am to 1:00 am) 

90% 400 metres 5 minutes 

Overnight Network - “Blue Night” 
Every Day (1:30 am to 6:00 am) 

95% 1,250 metres 15 minutes 

*   Proximity standard measured against service during AM peak operating period. 
** Proximity standard measured against service during afternoon operating periods. 
 

The TTC will strive to meet coverage and access standards from a city-wide, network level 
perspective, recognizing that the provision of transit service in some areas is conditional on 
density, land use and street network design to support viable transit operations. 

2.4 Surface Stop Spacing  

Surface stops should be designed in accordance with the TTC’s Technical Criteria for the 
Placement of Transit Stops. When the locations of stops are being planned for a route, it is 
necessary to strike a balance between the competing objectives of passenger convenience, 
operating efficiency, safety and community impacts. In general, increasing the number of 
stops on a route results in shorter walking distances for passengers but it also slows down 
service. To achieve a proper balance, the TTC will place bus stops in accordance with the 
standard presented in Table 2. 

Table 2: Surface Route Stop Spacing Guidelines 

Service Classification Stop Spacing Range 

Streetcar 300 - 400 metres 
Bus – Local 300 - 400 metres 
Bus – Express (Tier 1) 650 – 1,000 metres 
Bus – Express (Tier 2, Limited Stop) 650 – 1,000 metres 

Bus – Express (Tier 2, Local/Express) 
>650m for express portion; 300 – 
400m for local potion 

Bus – Community flag stop 
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2.5 Early / Late Connections 

An integrated surface and rapid transit network maximizes travel choices, yet necessitates 
transfers for the majority of TTC customers. At the beginning of the regular service day 
and at the end of the core service hours, the TTC will schedule surface routes to connect 
to first/last rapid transit services. In some cases, service on surface routes may be 
provided earlier/later if the demand warrants it.  
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3 QUALITY OF SERVICE STANDARDS 

The TTC’s existing and potential customers place a high value on frequent, reliable and 
comfortable transit service. The following guidelines set out specific criteria for the quality 
of service that customers can expect. Quality of service standards outline span of service 
(operating hours), service levels (frequency of service), vehicle crowding, and service 
reliability. 

3.1 Span of Service & Service Levels 

The TTC provides transit service 24-hours a day, seven days a week. The span of service 
(operating hours) and service levels (frequency of service) determine the availability and 
convenience of transit service for customers. The span of service and service levels vary 
for each transit service classification: rapid transit, streetcar, bus.  

Table 3 presents the minimum span of service and service levels for each transit service 
classification. In many cases, however, routes need to operate more frequently than the 
minimum frequencies in order to accommodate higher ridership levels.  In these cases, 
vehicle crowding standards (see Section 3.2 below) match service to the number of riders 
using a particular transit service at a given time.   

The minimum frequency levels may not be met for no longer than one year if required 
during temporary service changes for construction related traffic delays. 

3.1.1 Frequent Network – “Ten Minute Network” 

The TTC’s frequent network, known as the Ten Minute Network, is a network of rapid 
transit, streetcar and bus services that operate every ten minutes or better from 
approximately 6:00 am to 1:30 am from Monday to Saturday and from approximately 8:00 
am to 1:30 am on Sundays.  
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Table 3: Minimum Span of Service, and Service Levels 

Operating Period 

Minimum Service Levels (minutes) 

Rapid 
Transit* 

Streetcar 
Bus 

- Local

Bus 
- Express
(Tier 1)

Bus 
- Express
(Tier 2)

Bus -
Community 

Weekdays 
Morning Peak 
6:00 am - 9:00 am 

6 30 30 10 15 

Midday 
9:00 am - 3:00 pm 

6 30 30 15 60 

Afternoon Peak  
3:00 pm - 7:00 pm 

6 30 30 10 15 60 

Early Evening 
7:00 pm - 10:00 pm 

6 30 30 15 

Late Evening 
10:00 am - 1:00 am 

6 30 30 

Overnight 
1:30 am - 5:30 am 

30 30 

Early Morning  
6:00 am – 8:00 am 

Saturdays 

6 30 30 

Morning  
8:00 am – 12:00 pm 

6 30 30 15 

Afternoon  
12:00 pm – 7:00 pm 

6 30 30 15 

Early Evening  
7:00 pm – 10:00 pm 

6 30 30 

Late Evening  
10:00 pm – 1:00 am 

6 30 30 

Overnight  
1:30 am - 5:30 am 

30 30 

Sundays/holidays 

Early Morning  
6:00 am – 8:00 am 

30 30 

Morning  
8:00 am – 12:00 pm 

6 30 30 15 

Afternoon  
12:00 pm – 7:00 pm 

6 30 30 15 

Early Evening  
7:00 pm – 10:00 pm 

6 30 30 

Late Evening  
10:00 pm – 1:00 am 

6 30 30 

Overnight  
1:30 am - 5:30 am 

30 30 

Note: Service is subject to ridership meeting minimum performance standards. For local bus routes, the standard 
applies to all branches of the route. 

*New rapid transit lines may have a frequency of up to 10 minutes in the first few years of operation until 
ridership matures.
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3.2 Vehicle Crowding 

Average vehicle crowding sets a standard of comfort for passengers while on board transit 
vehicles. The standard determines the appropriate level of service based on the maximum 
load point, or the greatest number of customers riding at one time, in the busiest direction, 
along a route during the busiest 60 minutes of each period of service. The number of 
customers at other locations along the route, and in the reverse direction, is lower (often 
much lower) than the maximum load point.  

Vehicle crowding standards are applied as an average. For example, the off-peak crowding 
standard for vehicles calls for a seated load, with no standees. This standard does not 
guarantee that no customers will stand; it does ensure that, on average, vehicles will carry 
a seated load of customers during the busiest 60 minutes during off-peak periods of 
service. Table 4 provides a summary of the TTC’s vehicle crowding standards. 

Table 4: Vehicle Crowding Standards 

Transit Service Classification / Vehicle Type Peak periods 
Off-peak 
periods** 

 Bus (local, express)   
 Orion VII 12-metre low-floor bus (38 seats) 53 38 
 Orion VII 12-metre low-floor bus (36 seats) 51 36 
 New Flyer D40LF 12-metre low-floor bus 50 35 
 Nova LFS 12-metre low-floor bus*  51 35 
 Nova LFS artic 18-metre low-floor bus* 77 46 
 Bus (community)   
 To be determined seated load seated load 
 Streetcar   
 Standard 15-metre streetcar (CLRV) 74 42 
 Articulated 23-metre streetcar (ALRV) 108 61 
 Articulated 30-metre low-floor streetcar* 130 70 
 Rapid transit   
 Train (6 cars, TR-series)  1100 540 
 Train (6 cars, T-series)  1000 500 
 Train (4 cars, S-series)  220 130 
 Train (4 cars, TR-series) 740 370 
Note: *Standards for new vehicles are subject to confirmation after in-service experience. 
**The off-peak crowding standard for bus is a seated load up to a minimum of 35 

With respect to rapid transit, it is important to note that the distribution of customers on 
trains is almost never even; some cars will be more crowded than others.   
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3.3 Service Reliability 

Convenience, comfort, predictability and dependability are the main features customers 
expect of a transit system.  A person using any transportation mode has an expectation 
that the service will be reliable. Services that cannot meet their published schedules or 
provide a consistent headway lose the loyalty of their customers. A consistent and reliable 
service reduces the variability of wait times for customers and improves comfort as 
customers are evenly distributed between vehicles.  

The TTC is focused on continuously improving the on-time performance and reliability of 
transit services to provide customers with a predictable and consistent travel experience. 
The TTC uses the following standards to measure service reliability. 

3.3.1 Surface Transit  

3.3.1.1 On-Time Performance 

The on-time performance of a route is affected by many variables including: traffic 
congestion, traffic incidents, construction related delays, weather etc. On-time 
performance standards vary by frequency of service and provide the tools for evaluating 
the on-time performance of individual TTC routes. Passengers using high-frequency 
services are generally more interested in regular, even headways than in strict adherence 
to published timetables, whereas passengers on less frequent services expect 
arrivals/departures to occur as published. 

On-Time Departure 

To be considered on-time, a vehicle must leave its origin timepoint between 1 minute early 
and 5 minutes late.  TTC’s goal is to have 90% of all trips depart on-time. 

On-Time Arrival 

To be considered on-time, a vehicle must arrive at its terminal timepoint between 1 minute 
early and 5 minutes late. TTC’s goal is to have 60% of all trips arrive on-time. 

Headway Performance  

Service frequency > 10 minutes 

Service is considered to be on time if it is no more than one minute early and no more than 
five minutes late. TTC’s goal is to have 60% of all trips meet the on-time performance 
standard. 
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Service frequency >= 5 minutes and <= 10 minutes 

For services that operate between five and ten minutes, passengers do not rely on printed 
schedules, but expect vehicles to arrive at prescribed headways. Therefore, on-time 
performance for frequent service is measured by how well actual headways correlate to 
scheduled headway intervals. Trips are monitored at a location based on arrival time, 
without regard to whether the trip that arrived was scheduled for that time slot. The 
vehicle is considered on-time when the headway deviation is less than 50% of the 
scheduled headway. For example a service that operates every 6 minutes is deemed on-
time if the headway deviation falls between 3 minutes and 9 minutes. TTC’s goal is to 
have 60% of all trips operated within +-50% of the scheduled headway over the entire 
service day. 

Service frequency < 5 minutes 

For services that operate better than five minutes, the vehicle is considered on-time when 
the headway deviation is less than 75% of the scheduled headway. For example a service 
that operates every 3 minutes is deemed on-time if the headway deviation falls between 
0.75 minutes and 5.25 minutes. TTC’s goal is to have 60% of all trips operated within +-
75% of the scheduled headway over the entire service day. 

3.3.1.2 Missed Trips 

Any vehicle leaving more than 20 minutes late from an end is considered a ‘missed trip’. 
TTC’s goal is to minimize the number of missed trips on each route. 

3.3.1.3 Short Turns 

A short turn is when a vehicle is turned back and taken out of service before reaching the 
terminus of a route. While some short turns are necessary, TTC’s goal is to minimize short 
turns due to schedule and operator issues.  
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3.3.2 Rapid Transit 

3.3.2.1 On-Time Performance 

As with frequent bus service, passengers on rapid transit do not rely on printed schedules, 
but expect trains to arrive at prescribed headways. Two different measures are used to 
evaluate on-time performance: headway performance and average trip time on each line.  

Headway performance  

Service frequency <= 6 minutes 

For services that operate better than six minutes, the vehicle is considered on-time when 
the headway deviation is less than 100% of the scheduled headway. For example a service 
that operates every 3 minutes is deemed on-time if the headway deviation falls between 0 
minutes and 6 minutes. TTC’s goal is to have 95% of all trips operated within +-100% of 
the scheduled headway over the entire service day. 

Average Trip Time 

The TTC’s goal is to have 85% of trips operated within 5 minutes of scheduled total trip 
time by time period or +10% of scheduled trip time. The average trip time is measured as 
the train departs the terminal to when the train arrives at the terminal. 

3.3.2.2 Capacity Delivered 

Capacity delivered is measured as the number of trains that pass the peak point during the 
peak hour divided by the scheduled number of trains during the peak hour. 

The TTC’s capacity delivered target is to deliver 90% of the scheduled trains per hour. 

If the above performance standards are not met on a regular basis for a specific route, TTC 
will consider a range of options including, adjusting the published schedule, adjusting route 
timing, providing additional training for drivers or modifying or adding transit priority 
measures. 
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4 PERFORMANCE TARGETS 

Performance targets are used to set desired and achievable goals for transit services. The 
following section provides guidance on overall performance of the system in terms of the 
effectiveness and efficiency of the service provided. This includes specific criteria for 
measuring service productivity and economic performance. The goals are set in an effort to 
encourage continuous incremental improvement over time to achieve the desired targets.  

4.1 Service Productivity 

4.1.1 Surface Transit Service Productivity 

Service productivity is a measurement of the effectiveness of the application of the TTC’s 
resources. The performance measurement must take into account that each service 
classification has different performance expectations and ridership potential, and, even 
within the same service classification, performance will vary. Therefore, the following 
performance targets have been established for every service classification for each 
operating period: 

• Class average target, based on the average boardings per revenue hour that all 
routes within each service classification should achieve in each operating period.  

• Route minimum performance target, on the basis of average boardings per revenue 
vehicle hour, for each of the individual routes within the classification. Routes 
consistently not meeting the prescribed minimum thresholds would be subject to 
compulsory review to recommend a change to improve or remove the service. 
Individual route performance will be assessed annually, as a minimum. 

Table 5 presents the service productivity performance targets for surface transit services. 
Rapid transit productivity numbers are large and vary by line. It is impractical to apply a 
common standard to all rapid transit lines; therefore, the productivity of each line will be 
assessed on an individual basis.   
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Table 5: Surface Transit Service Productivity Targets – Average boardings per revenue 
service hour 

Operating Period 
Streetcar 

Bus –  
Local 

Bus – 
Express 
(Tier 1) 

Bus – 
Express 

(Tier 2)** 

Bus – 
Community 

Class 
Avg. 

Route 
Min. 

Class 
Avg. 

Route 
Min. 

Class 
Avg. 

Route 
Min. 

Class 
Avg. 

Route 
Min. 

Class 
Avg. 

Route 
Min. 

Peak Periods* 95 50 75 20 65 40 50 40 8 6 

Off-Peak Periods 85 35 55 10 55 30 N/A N/A 8 6 

* Monday to Friday: 6:00 am - 9:00 am, 3:00 pm - 7:00 pm 
**Excludes Downtown Premium Express Routes 

4.2 Economic Performance 

The TTC requires a municipal subsidy to deliver public transit service within the City of 
Toronto. Therefore, a primary objective of planning transit services is to ensure that all 
transit services operated by the TTC are as efficient and cost-effective as possible and, for 
that reason, affordable to both TTC customers and citizens. 

4.2.1 Net Cost per Passenger 

In planning transit services it is important to have a measure that can compare the 
economic productivity of any given route in relation to other routes within a service 
classification or to the service classification average. Economic performance will be 
assessed based on the net cost per passenger. This is an allocation of costs, revenue and 
ridership to individual routes to provide a relative measure of economic performance on a 
route by route basis. It is defined as the amount of subsidy the TTC requires per boarding 
passengers, over and above fare revenue collected, to operate a given route. It is 
calculated by dividing the cost of operating the route by the number of passengers and 
subtracting the average fare per boarding. This ratio reflects the benefits of a given service 
(measured in customers) against the public cost of operating the service. 

Net cost per passenger = Route Operating Cost – Average Fare per Boarding 
            Route Boardings    

 
The net cost per passenger measure will be reviewed annually, during the Annual 
Performance Review and during the Route Enhancement Plan process (see Section 6.1 and 
6.2). Routes that perform within the bottom 10% of the service classification would be 
subject to compulsory review to recommend a change to either improve or remove the 
service. Individual route performance will be assessed annually. 
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4.2.2 Change in Ridership per Net Dollar 

The TTC also measures return on investment through the change in ridership per net dollar 
metric. The goal of this measure is to ensure that service changes achieve better ridership 
results than would be achieved through fare changes. To do this, the metric compares 
service changes to fare changes because both result in a) changes to ridership and b) 
changes to subsidy. Service increases and fare reductions result in increases in ridership 
and subsidy. Service reductions and fare increases result in reductions in ridership and 
subsidy.  

The TTC can estimate the change in ridership based on increases and decreases to fares. 
As seen in Table 6, a 10% reduction in fare will gain 12 new customers per $100 spent in 
lost revenue (or $100 in additional subsidy). An increase in fare will lose 12 customers per 
$100 saved in new revenue (or $100 in less subsidy). All service changes (outside 
changes required for passenger comfort and schedule adherence) must do better than the 
threshold set by fare changes. Service increases must gain 12 or more new customers per 
$100 spent and service reductions must lose less than 12 customers per $100 saved to be 
worthwhile. This metric is not intended to replace the cost recovery targets set through 
the budget process but is intended to ensure service changes yield the best value for 
money results. For more information please see Appendix 1. 

Table 6: Change in Ridership per Net Dollar Spent, TTC 2015 example 

2015 Inputs 

Annual Fare Paying Customers: 535M 
Annual Fare Revenue $1,108M 
Revenue Per Passenger: $2.07 
Assumed Fare Elasticity: -0.20 

For a 10% Fare Increase:  

Annual Passengers Lost: (535M x –0.20 x .1) = 10.7M  
New Annual Fare Revenue: ((535M – 10.7M) x $2.07 x 1.1) = $1,194M 
Net increase in Revenue: ($1,194M - $1,108M) = $86M 

Passengers Lost per Dollar of Adjusted Subsidy (10.7M/$86M) = 0.12 
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Community Bus 

Community bus services are designed to act as an intermediary between conventional and 
paratransit service, as a result they will be measured against a lower performance 
standard. For community bus to be cost effective the cost per passenger trip must be less 
than the Wheel-Trans taxi cost per passenger trip. Therefore, a minimum number of Wheel-
Trans door-to-door trips must be diverted to each viable community bus route such that 
each route serves no less than the average number of trips performed by a door-to-door 
vehicle per service hour.  

  



 

   18 

 

5 Service Change & Warrant Guidelines  

The following section specifies the procedure for changing service levels, routing 
alignments and when new services are warranted.  

5.1 Service Change Guidelines 

Changes to TTC services are made regularly and frequently, to meet the changing transit 
requirements in the City. Minor changes developed through the continuous monitoring of 
services are introduced every Board Period.  

Changes which are more substantial, either affecting the travel options of current TTC 
customers, or requiring additional resources for operation, undergo a more rigorous review. 
Included in this category are requests and proposals for new routes or route extensions, 
additional periods of service on the present routes (e.g., new weekend service), and major 
changes to the structure of routes in a community. These major changes require TTC 
Board approval. Table 7 provides a summary of minor and major service changes.  

Table 7: Summary of Minor and Major Service Changes 

Magnitude Types of Service Changes Resource Implications 

Minor • Service level changes to match capacity 
with demand  

• Span of service changes within 90 minutes 
or less, such as earlier or later trips  

• Routing changes resulting in service being 
removed from a road (or portion of a road) 
where there are multiple transit services on 
the road 

• Schedule changes to improve service 
reliability 

• Recurring seasonal route changes that 
have been previously approved by the 
Board 

Changes that can be 
implemented with existing 
equipment and within the 
adopted budget 

Major 

 

 

• Routing changes resulting in service being 
proposed on a road (or portion of a road) 
where there was no previous transit 
service 

• Routing changes resulting in service being 
removed from a road (or portion of a road) 
where it is the only transit option available 

• Addition/removal of a period of service 

Changes that will have a 
significant effect on 
resources, and may 
potentially have a 
significant effect on 
customers 
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5.1.1 Comparison of Effects on Customers 

Major service changes including routing changes, the provision of new service and the 
addition or removal of service must result in an overall benefit for customers. The net 
benefit is measured by estimating the net change in weighted travel time for customers.  

Each of the four components of a trip -- walking to the stop, waiting for the bus or 
streetcar to arrive, riding in the vehicle and transferring from one vehicle to another -- is 
weighted differently, according to how each is perceived by customers and how it affects 
customers’ travel decisions (see Appendix 2 for more details). 

The weights that are applied to each component of a trip were developed from research 
based on several surveys of travel behaviour. With the use of these weights, it is possible 
to predict customers’ travel patterns.  

Trip component weight:  

• Each minute of in-vehicle travelling time 1.0  
• Each minute of waiting time 1.5  
• Each minute of walking time 2.0  
• Each transfer 10.0  

To make recommendations on proposed service changes, the change in weighted travel 
time is calculated for each group of customers who are affected by a change, both those 
for whom the change will improve their service and those for whom the change will cause 
an inconvenience.  

Proposals which have an overall benefit for customers are those with a net reduction in 
weighted travel time. These beneficial proposals will also, over time, attract increased 
numbers of customers to the TTC’s transit services. 

5.1.2 Service Level Change 

Service level changes will be made based on the following conditions. 

Service level increases will be considered on a route when the vehicle crowding thresholds 
identified in Section 3.2 are consistently greater than 95% for a period of six months. 
Corrective actions to maintain the standard can include adding trips to the schedule in the 
form of a frequency improvement over the whole operating period; addition of individual 
bus or streetcar trips; and/or restructuring the service to distribute demand among several 
routes or branches, if applicable.  

Service level reductions will be considered on a route when vehicle crowding targets 
identified in Section 3.2 are consistently below 80% for a period of six months. A service 
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reduction will be considered as long as the resulting vehicle crowding target does not 
exceed 95%. Service reductions should not result in a headway widening greater than 
25%1. 

An additional period of operation or an additional first/last trip will be considered on a route 
if estimated ridership projections demonstrate that the minimum boardings per revenue 
vehicle hour thresholds identified in Section 4.1 can be met. 

1 Service reductions will not be made on a route that belongs to the 10 minute network if the 
change results in a headway greater than 10 minutes. 

5.1.3 Public and Stakeholder Consultation 

The TTC strives to engage customers and stakeholders in an inclusive and consistent 
manner to receive feedback on major changes to transit routes and services in Toronto. 
The following engagement principles will inform all engagement activities related to service 
changes: 

1. Accessible: utilization of multiple channels to engage all customers  
2. Meaningful: discussions with customers and stakeholders will have purpose and 

will be used constructively to guide decision making 
3. Accountable: engagement materials and summaries will be available to 

document engagement activities 

Staff will develop engagements plans to suit the scale of work to be undertaken. 
Depending on the type of study system-wide engagement, area-level engagement or route-
specific engagement may be required. Tools and approaches such as social media outlets, 
online surveys, origin-destination surveys, public information centres, charrettes and meet 
the planners events are just some examples of the kind of engagement that may be 
applied.  
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5.2 Express Bus Service Warrant 

5.2.1 Tier 2 Express Service 

Tier 2 express bus services will be considered when all of the following conditions are met 
during the defined minimum span of service operating the minimum service frequency. 

• Minimum Span of Service  
o weekdays: morning & afternoon peak 

• Service Frequency 
o 15 min or better 
o 15 min or better (outside minimum span of service) 

• Demand 
o existing local bus service on the corridor is every six minutes or better during 

peak periods 
o demand on the corridor for both local and express services must be at least 

75% of the total corridor capacity except on weekend mornings 
• Speed and Travel Time Improvement 

o the express service travel time must be approximately 20% less than the 
existing TTC alternative for each of the operating periods being considered; and 
the one-way distance between the start and end of the local route must be 
greater than 10km, or; 

o express service can be implemented on routes with a one-way distance of less 
than 10km, if the average customer trip length is 60% or more of the local 
route’s one-way distance  

• Economic 
o the new service must attract a minimum number of new customers for every 

dollar spent  

If a corridor meets the service warrants, multiple route structures and stopping patterns 
can be applied depending on the corridor demand profile including: 

• Limited stop 
o major intersections and nodes serving 50% in total of the transit corridor 

ridership at minimum; and  
o average stop spacing should be within 650 to 1,000 metres 

 
• Local/express stop  

o while operating as an express, stops will be located only at major intersections 
and nodes that attract 10% of the total corridor’s boardings at minimum 

o limited stop – every 650+ at minimum 

New express bus stops can be added to an existing service provided that the resulting 
service change does not violate any of the preceding demand, speed, and economic 
standards and the service change is a net benefit to customers. Additional consideration 
should be given to stops that provide transfer opportunities to other routes for customers. 
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5.2.2 Tier 1 Express Service 

Tier 1 express bus service will be considered when all of the conditions for Tier 2 express 
bus services are met in addition to the following conditions: 

• Minimum Span of Service  
o Weekdays: morning & afternoon peak, midday, early evening (approximately 

6:00 am to 10:00 pm) 
o Weekends: morning & afternoon (approximately 8:00 am to 7:00 pm) 
 

• Service Frequency 
o 10 min or better (during peak periods) 
o 15 min or better (outside of peak periods) 
 

• Economic 
o the new service must attract a minimum number of new customers for every 

dollar spent  
 

• Strategic 
o the corridor has been identified as a future rapid transit corridor or fills gaps in 

the rapid transit network as defined in Metrolinx’s Regional Transit Plan and the 
City’s official plan; or 

o the express service is able to support a minimum of 10,000 weekday customer-
trips 

If a corridor meets the Tier 1 service standards, a limited stop service will be established if 
it does not already exist. The Tier 1 services would stop at major intersections and nodes. 

New express bus stops can be added to the existing service provided that the resulting 
service change does not violate any of the preceding demand, speed and economic 
standards and the service change is a net benefit to customers. 

5.2.3 Local Bus Service Guidelines 

When Tier 1 and Tier 2 express bus services are introduced on a corridor, the following 
guidelines should be considered for changes to the frequency of overlapping local bus 
service. 

• If the existing local bus service is every ten minutes or better, the local service 
headway should not be widened more than 50%; 

• If the existing local bus service is ten minutes or greater, the local service headway 
should not be widened more than 25%; and 

• If the existing local bus service is part of the Ten Minute Network, headways should 
not be widened to violate the frequent network policy. 
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5.3 Community Bus Service Warrant 

Community bus routes act as an intermediary between conventional and paratransit 
(Wheel-Trans) service.  New or modified routes should be designed to capture some of the 
door-to-door trips that would otherwise be taken by conditionally eligible Wheel-Trans 
customers.   

A community bus route should be considered for operation if the following conditions are 
met: 

• Areas of the City where the population density of seniors over the age of 65 is 
above average; (measured using Statistics Canada Census Tracts); 

• Wheel-Trans is making 25-30 short-distance trips (< 7km) daily in a concentrated 
area of the City to common destinations, and these trips could be accommodated 
on conventional services. 

Access distance to the route for targeted customers (as outlined above) should not exceed 
a walk distance of 175 metres. This figure is in line with the average walking speed for 
seniors, 1 meter per second, and an average route access time of two and a half to three 
minutes. Service to larger destinations and designated seniors’ apartments should directly 
enter the driveway and serve the front door when possible. In general, routes should be 
implemented in areas where they do not largely overlap conventional services. 

A community bus route should serve: 

• A major shopping facility with a grocery store, bank and pharmacy. 
• Hospital or major medical centre 
• Community centre 
• Library 
• Other points of interest or cultural centres 

Community bus route ridership is closely linked to demographic patterns and the availability 
of a niche set of trip generators.  Therefore, frequent monitoring of demographic changes 
and the opening and closing of new shopping, health and community centres is required to 
ensure that routes continue to serve their intended customers and meet minimum 
performance standards. 
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6 Service Evaluation 

The TTC regularly evaluates the performance of its services. The following sections outline 
the various ways in which service is evaluated to ensure that available resources are being 
used in the most effective manner. 

6.1 Annual Performance Review 

The Annual Performance Review provides a process with which to measure and evaluate 
system performance on a year-to-year basis. Under this program existing services are 
evaluated against the Performance Targets found in Section 4 and measured against the 
Quality of Service Standards identified in Section 3.  

The Annual Performance Review will include: 

• a description of the performance of existing services; 
• a general review of the effectiveness of the previous year’s major service changes; 

and 
• recommendations for major service reviews;  

6.2 Annual Route Enhancement Plan 

The Annual Route Enhancement Plan provides a process with which major service changes 
are evaluated. The plan also consists of a comparative evaluation of all proposed service 
changes in order to determine which proposals represent the best allocation of available 
resources. 

During this process routes recommended for assessment from the annual performance 
review, in addition to feedback from customers and TTC staff, will be evaluated. Based on 
this analysis, TTC staff will propose major service changes. Minor service changes may 
also be identified at this time; however, they may be implemented as soon as possible, 
rather than waiting for the Annual Route Enhancement Plan. Major service changes 
considered in the Route Enhancement Plan can also be proposed through all of the same 
avenues as those considered in the various on-going service evaluation processes.  

Major service changes which meet the performance standards and whose economic 
performance is expected to meet the minimum value for the customer change per dollar of 
net cost change are referred to the comparative evaluation process. The comparative 
evaluation process provides an objective and systematic procedure to rank these service 
changes with respect to their passenger and community benefits, compared to the cost of 
providing the services. This ranking provides an indication of how best to allocate limited 
TTC resources to obtain the most benefits from among the service changes proposed.  
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The proposed service increases are ranked using the number of customers gained per dollar 
spent: those that garner the most new passengers at the lowest incremental cost are 
ranked highest priority for implementation. The proposed service reductions are ranked 
using the customers lost per dollar saved: those that save the most money with the lowest 
loss of passengers are ranked highest priority for implementation. 

Other evaluation criteria are also used in the comparative evaluation, as appropriate, to 
determine the rank of service change proposals. For example, higher priority would be 
given to a proposed change that improved a route’s performance on one or more of the 
service standards. After the rankings are completed, the savings from the major service 
reductions are compared to the cost of major service enhancements to help select the 
proposed service changes. The goal is to maximize ridership and service performance in a 
cost-effective manner. The final Route Enhancement Plan will include: 

• recommendations for major service changes; and 
• a discussion of service changes that were considered and/or evaluated, but are not 

recommended at the time. 

The TTC will conduct a comprehensive network review every 5-10 years. This review 
includes a review of the entire network structure and performance. 

6.3 Ridership Monitoring and Service Adjustments  

TTC staff is continuously adjusting transit service levels and hours of operation to match 
changing customer needs. Ridership counts, customer communications and observations 
from operating staff are reviewed and analyzed. When passenger counts show that 
services are overcrowded, the service is made more frequent, to increase the passenger-
carrying capacity. Service increases are guided by the vehicle crowding standards. 
Adjustments can also be made to the start and finish times of service, running time and to 
the scheduled trip times. Minor routing changes using weighted passenger minutes (see 
Section 5.1.1) can also be made. These changes are made ten times throughout the year, 
subject to the availability of operating resources in the budget.   

6.4 Review of Customer Feedback 

TTC staff is constantly reviewing suggestions and complaints from customers. This source 
of input provides additional information for adjusting service with respect to the intervals 
between vehicles, the start and finish times and other service details. 
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6.5 Route Management  

Each operating division is constantly measuring and monitoring service reliability and 
operations. The results are based on the real-life, day-to-day observations of operating 
staff and the input they receive from customers and are used to improve TTC service. 

6.6 Post-Implementation Reviews 

Every new service that the TTC introduces is initially operated for a trial period of at least 
twelve months, during which the service is promoted, and a consistent ridership level 
becomes established. Monitoring will be performed at regular intervals to ensure that the 
new service is trending towards the appropriate standard. A formal evaluation will be 
conducted after twelve months, the performance of the route is reviewed, and a 
recommendation is made regarding its future. Service changes are reviewed to ensure that 
the original objective of better service for customers has been met. New routes, 
extensions, and additional periods of service, which have been introduced at an additional 
cost, undergo a financial review to check that the service meets the TTC’s financial 
standard. The review also considers comments that have been received from customers 
and the experience that has been gained in operating the service.  

A service change which has met its performance objectives is recommended to be made a 
regular part of the TTC system. If a service change has been unsuccessful in some way, 
then a recommendation is made to either make further changes or to remove the service.  

The compulsory post-implementation review of every trial of a service change ensures that 
the success or failure of every service change is assessed consistently and fairly and that 
there is full accountability to the Commission on matters which affect the service that is 
provided to customers. 
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Appendix 1 - Technical Background Paper – Change in Ridership per 
Net Dollar 

The TTC measures return on investment through the change in ridership per net dollar 
metric. The goal of this measure is to ensure that service changes achieve better ridership 
results than would be achieved through fare changes.  

The metric compares services changes to fare changes because both result in a) changes 
to ridership and b) changes to subsidy. Service increases and fare reductions result in 
increases in ridership and subsidy. Service reductions and fare increases result in 
reductions in ridership and subsidy.  

As seen in the table below, ridership effects from service and fare changes balance at 0.12 
customers gained or lost per dollar spent or saved. The graph below illustrates that the 
value of 0.12 remains basically unchanged for almost any reasonable percent change in 
average fare. 

The table and graph show that a reduction in fare will gain 12 new customers per $100 
spent. An increase in fare will lose 12 customers per $100 saved. All service changes 
(outside changes required for passenger comfort and schedule adherence) must do better 
than this threshold. Service increases must gain 12 or more new customers per $100 
spent and service reductions must lose less than 12 customers per $100 saved to be 
worthwhile. This metric is not intended to replace the cost recovery targets set through 
the budget process but is intended to ensure service changes yield the best results. 

Customers Gained or Lost per Dollar of Subsidy Adjustment from a Fare Change  

2015 Inputs 

Annual Fare Paying Customers: 535M 
Annual Fare Revenue $1,108M 
Revenue Per Passenger: $2.07 
Assumed Fare Elasticity: -0.20 

For a 10% Fare Increase / Decrease:  

Annual Passengers Gained / Lost: (535M x –0.20 x .1) = 10.7M  
New Annual Fare Revenue: ((535M – 10.7M) x $2.07 x 1.1) = $1,194M 
New Change in Fare Revenue (or Adjusted Subsidy): ($1,194M - $1,108M) = $86M 

Passengers Gained or Lost per Dollar of Adjusted Subsidy (10.7M/$86M) = 0.12 
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The standard is applied this way: If additional subsidy is available, new services will not be 
introduced if the number of customers gained per dollar spent is below 0.12, as the 
additional funds would be better spent to defer or decrease the average fare in order to 
grow ridership. Services which are on trial will be eliminated if the number of customers 
gained per dollar spent was below 0.12. Other services which are already being operated 
will be modified to reduce their costs or to increase fare revenue if the number of 
customers gained per dollar spent is below 0.12. If no suitable changes can be found for 
routes on which the number of customers gained per dollar spent is under 0.12, and if 
service reductions are required, either because of declining ridership or reductions in 
funding, then these services would be recommended for removal. 

If service cuts were to be required because of reductions in funding, or because of declines 
in ridership, the services with the poorest financial performance would be the ones 
selected to be removed. This would ensure that the service cuts would result in the least 
possible decline in ridership and thus the least possible loss of fare revenue. 

This systematic approach of measuring financial performance, matching supply and 
demand and determining the effects on customers ensures that, if services must be 
reduced to re-allocate resources or to meet budgetary requirements, the reductions will be 
made where the removal of service would have the least detrimental effect on customers’ 
travel needs and the TTC’s financial situation. 
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Appendix 2 – Technical Background Paper – Comparison of Effect on 
Customers (Weighted Travel Time) 

Components of a transit trip 

There are four main components of a transit trip: walking to a stop, waiting for the vehicle 
to arrive, riding in the vehicle and transferring from one vehicle to another.  Customers 
may perceive that certain components are more onerous, or are a greater inconvenience 
than others.  Research indicates that in-vehicle travel time (IVTT) is the least onerous or 
most satisfying part of making a trip; when a customer is travelling on the vehicle or is “on 
his or her way”, there is clear progress towards the destination.  However, other parts of 
making a trip, such as waiting for a vehicle or transferring between vehicles, may be 
perceived to be less satisfying because, instead of producing a sensation of progress 
towards one’s destination, these activities may be considered to be “delays” or 
“obstacles” to actual travel. 

For example, customers who have waited two-to-three minutes for a bus may claim that 
they would rather spend ten additional minutes of in-vehicle travel time to arrive at, say, a 
subway station than to transfer from one route to another in order to arrive at a closer 
connecting subway station.  In each of these instances, the perceived inconvenience of 
waiting or transferring is greater than what the customer actually experiences. The 
customer is, therefore, placing greater “weight” or importance on the inconvenience of 
waiting for, or transferring between, transit vehicles than they place on the actual in-
vehicle travel time component of the trip.  It is therefore reasonable for such weights or 
customers’ perceptions of importance to be reflected in the evaluation and decision-making 
processes regarding proposed changes to transit service. Service standards incorporate 
weights for various components of transit trip-making. 

Use of weights in the application of service standards 

Transit planners estimate weighted travel times when they are investigating service 
changes.  These service changes can be in any of the following forms: 

- change in routing 
- change in speed (eg. TSP measures) 
- change in hours of operation 

The above service changes could result in any of the four transit trip components being 
affected.  For example, a change in routing could cause customers to have a longer/shorter 
walk and/or a longer/shorter in-vehicle travel time.   
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The weights that are applied to each component of a trip were developed from research 
based on surveys of travel behaviour. With the use of these weights, it is possible to 
predict customers’ travel patterns. 

Weighting factors used in TTC’s service standards have been derived from the calibration 
of our transit assignment model MADITUC using detailed transit travel information from 
participants in the Transportation Tomorrow Survey.  A re-calibration of our model in early 
2016 has shown that our weights have not changed much from our previous calibration 
exercise. Thus the following weights are applied by transit planners when investigating 
service changes. 

 Trip component Weight 

Each minute of in-vehicle travelling time   1.0 

Each minute of waiting time   1.5 

Each minute of walking time   2.0 

Each transfer  10.0 

 

  

  

  

  

These weights imply, then, that one minute of walking time is equivalent to two minutes 
of in-vehicle travelling time, that one minute of waiting time is equivalent to 1.5 minutes of 
in-vehicle travel time, and that one transfer is equivalent to 10 minutes of in-vehicle travel 
time. Using the transfer weight as an example, customers have been observed to ride up to 
10 minutes longer in a bus to avoid making a transfer. 

To make recommendations on proposed service changes, the change in weighted travel 
time is calculated for each group of customers who are affected by a change, both those 
for whom the change will improve their service and those for whom the change will cause 
an inconvenience. The change in time of each component is multiplied by the number of 
customers affected by the change and by the weight of the component. The numbers for 
all the groups are then added, to arrive at a change in weighted travel time. 

Proposals which have an overall benefit for customers are those with a net reduction in 
weighted travel time. These beneficial proposals will also, over time, attract increased 
numbers of customers to the TTC’s transit services. 
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