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Coordination with the City of Toronto 

• TTC has been working in partnership 
with the City’s Emergency Management 
since the pandemic began; also 
consulting Toronto’s Office of Recovery 
and Rebuild (TORR)

• The TTC has consulted Toronto’s 
Medical Officer of Health on the health 
and safety measures identified in this 
report. 

June 17, 2020



4

Province’s Framework for Reopening

 Phase 1: 
Protect & 
Support

 Phase 2: 
Restart

 Phase 3: 
Recover 

June 17, 2020
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TTC Restart and Recovery Plan - Context

June 17, 2020

 Ridership dependent on pace of 
reopening;

 Public confidence in the safety of 
public transit will factor into customer 
decisions;

 Low income/vulnerable communities 
most reliant on TTC;

 Physical distancing guidelines will be 
difficult to meet as ridership increases;

 Ridership and revenues not expected 
to recover to pre-COVID levels by year 
end.

https://www.google.com/url?sa=i&url=https://www.toronto.com/news-story/9923442--what-are-they-supposed-to-do-ttc-drivers-say-closed-bathrooms-leave-them-with-no-places-to-go-amid-covid-19/&psig=AOvVaw3IJSd3fo9uJJ52AQbVWK88&ust=1592401433421000&source=images&cd=vfe&ved=0CAIQjRxqFwoTCNjqhOO7huoCFQAAAAAdAAAAABAJ
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TTC Restart and Recovery Plan

June 17, 2020

Service and Customer 
Experience Wheel-Trans Employees

Capital Assets and 
Infrastructure Fiscal 

Attachment 1  of report provides a summary of top 12 key actions



Service and Customer 
Experience
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1. Demand-Responsive Service Plan

2. Transit Ridership Forecast 

3. Transit System Capacity 

4. 100% Service Plan

June 17, 2020

Service Recovery Plan
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Nearly 70,000 more bus boardings per day
comparing week ending of May 15th to June 5th
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MAY 11 – 15
average weekday

(all day)

BUS BOARDINGS
344,000

25% of normal

CROWDING
7.6% of trips 
greater than 

15 per bus, 23 per artic
at one time
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JUNE 1 – 5
average weekday

(all day)

BUS BOARDINGS
413,000

30% of normal

CROWDING
12% of trips 
greater than 

15 per bus, 23 per artic
at one time

Demand-Responsive Service Plan
more scheduled service on the busiest corridors

Jane

Wilson
Eglinton

Markham Rd

Lawrence

Dufferin
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Transit Ridership Forecast: Six Key Drivers

Scenario-based demand model accounts for six key drivers of ridership:

1. Rate of economic recovery and employment levels

2. Non-essential retail & service establishment openings

3. Schools/daycare availability 

4. Tele-commuting rates

5. Mode shift from transit due to customer concerns

6. Vaccine/medical treatment

June 17, 2020
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Transit Ridership Forecast: Steps to Recovery

June 17, 2020
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Transit Ridership Forecast: Steps to Recovery
• Current activities / demand
• Retail establishments only

• Some or all service establishments 
open

• Few work-from-home policies rolled 
back

• K-12 schools & daycare return
• Some return of Post-Secondary 

school activity
• Some work-from-home policies 

rolled back, or new ones 
implemented

• Could potentially commence in 
September 2020

• Vaccine or Treatment Available
• Pandemic Ends
• “New Normal” Emerges

Unknown Timeline
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Transit Ridership Forecast: Steps to Recovery
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Transit Ridership Forecast: Steps to Recovery
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Transit System Capacity

51 per bus

35 per bus

25 per bus

15 per bus

EXAMPLE: CUSTOMERS PER BUS

25% Increase in Transit System Capacity
1) Increase crowding standard to Level 2
2) Increase service hours to 100%
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100% Service Plan

Peak service restored on 
most services including express routes

Off-peak service restored on almost all routes

High school trips restored and 
some post-secondary service restored as most classes virtual

Suspended & reduced service continues on routes serving office-sector jobs

Demand-responsive buses continue to respond to targeted increases in ridership
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100% Service Plan



Key Actions 
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Health and Safety Measures have been reviewed in consultation with Toronto Public Health. 
June 17, 2020

Health and Safety Measures in the Transit System
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• In consultation with the Medical Officer of Health, the 
report recommends face coverings be mandatory 
effective July 2 for customers. 

• One-time distribution of 1 million non-medical face 
masks, targeted to vulnerable communities to 
support access; 

June 17, 2020

Mandatory Face Covering 
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The campaign includes:

• Advertisements in all 
TTC vehicles and 
stations;

• In-station digital 
screens;

• Social media;
• Ads on more than 

400 OneStop digital 
screens;

• Digital campaign (ads 
on 19 sites and major 
media outlets);

June 17, 2020

Customer Communications
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The TTC is reaching out to private and public stakeholder 
partners to provide key information about safety riding the 
TTC. Over 1000 stakeholder partners:

• City agencies;
• School boards;
• Post Secondary Education Institutions;
• Business Improvement Areas (BIAs)
• Community associations and community groups;
• Third party social service agencies;
• Health networks;
• Property Managers;
• Tourist Attractions
• Etc. 

June 17, 2020

Key Sector Stakeholder Engagement

May 21, 2020 Newsletter
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Enhanced Customer Flow Management in Stations

• Adding 100 Station Ambassadors 
to busiest stations and key bus and 
streetcar platforms to assist 
customers, manage customer 
movement, assist in diversions, 
and unplanned events

• Equipping stations with floor 
markings and directional arrows to:

• Help direct customer movement 

• Remind customers about 
mandatory use of masks/face 
coverings in the system

June 17, 2020
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Resume Front-Door Boarding and Cash/Ticket/Token 
Collection

June 17, 2020

Effective July 2, 2020 resume:

• Front-door boarding and alighting on 
buses while continuing rear-door 
boarding and alighting

• Acceptance of cash, tickets and 
tokens

• Distribution of transfers
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Contactless Payment
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Wheel-Trans Recovery 
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TTC Employees: Work from Home 

Continue Work from home 
for employees able to so 
until Labour Day

- Focus on safety and 
well-being of employees 
at home; 

- Undertake office space 
assessment for returning 
employees; and

- Continue ongoing, 
timely communication 
to employees
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TTC Employee Safety in the Work Place
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Accelerate State of Good Repair and Capital Program

June 17, 2020

• Advance additional asset 
maintenance and SOGR work plan 
for 2020

• Close Chester Station from June 9 
to June 23 to accelerate completion 
of Easier Access elevators. 
Additional stations targeted 
throughout 2020



Updated Financial 
Outlook
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One-Time Financial Relief for Customers and Independent TTC 
Retail Tenants

Rent Deferral for Independent Retail TenantsPro-Rated Credit for March and April 2020 Passes

https://www.google.com/url?sa=i&url=https://twitter.com/ttchelps/status/1167075056247300096&psig=AOvVaw3WnpjiSd6R_FUbsu7r0_vP&ust=1592402463822000&source=images&cd=vfe&ved=0CAIQjRxqFwoTCLjG5dO_huoCFQAAAAAdAAAAABAQ
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Incremental Response and Recovery Expenses
Additional measures under 
review: 
 Hand sanitizer on vehicles
 HVAC systems: UV 

disinfection/MERV filters
 Additional workplace 

measures to support 
physical distancing.

Delegated Authority 
Recommendation: 
 To provide CEO with 

delegated authority up to 
$15 million to implement 
measures necessary to 
protect health & safety. 

Item                                                                                  
($M)

May 13 
Estimate

Current 
Estimate Change

Safety & Required Measures
Personal Protective Equipment 6.0 9.2 3.2
Vehicle disinfecting 4.5 6.0 1.5
Protective Operator Barriers 2.6 2.6
Facility disinfecting, decals and other 1.4 2.5 1.1

Managing Resourcing
Overtime (Critical response activities) 2.0 3.0 1.0
Operator Absence Coverage (mid-to-late March) 1.2 1.2
COVID-19 Ambassadors 2.6 2.6
IT & Business Continuity 0.3 0.4 0.1

Incremental Response and Recovery Expenses 15.4 27.5 12.1

Anticipated Expenses to 
Labour Day

INCREMENTAL RESPONSE AND RECOVERY EXPENSES 
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Updated Financial Impact to Labour Day

$11M increase in passenger 
revenue, and $10 million in 
higher cost savings fund the 
fiscal relief and recovery 
costs. 

With recommended changes 
incorporated, financial impact 
remains at $300 million to 
Labour Day. 

Item                                                                                  
($M)

May 13 
Estimate

Current 
Estimate Change

Revenue Losses
Passenger Revenue 496.0 485.0 (11.0)
March & April Pass Credits 12.8 12.8
Ancillary Revenues 8.7 7.2 (1.5)

Total Revenue Losses 504.7 505.0 0.3

Incremental Expenses 15.4 27.5 12.1

Current Financial Impact,
 Before Cost Containment

520.1 532.5 12.4

Cost Containment Actions
Expenditure Constraint Savings (55.5) (62.8) (7.3)
Matching Service Capacity to Demand (45.7) (48.5) (2.8)
Defer Implementation of New Service Priorities (5.2) (5.2)

Total Cost Containment Actions (106.4) (116.5) (10.1)

Capital Deferrals Re Provincial Gas Tax (116.0) (116.0)

TTC Net Financial Impact to Labour Day 297.7 300.0 2.3 
Weekly Average Financial Impact 11.4 11.5 0.1 
Monthly Average Financial Impact 49.6 50.0 0.4 

Updated COVID-19 Financial Impact to Labour Day
Anticipated Impact to Labour 

Day
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Final result highly dependent on ridership. 

June 17, 2020

TTC Estimated Year- End Financial Impact

Item                                                                 ($M) 30% 40% 50% 60%
TTC Financial Impact to Labour Day 300.0 300.0 300.0 300.0
Estimated Fall Passenger Revenue Loss 285.7 244.8 204.0 163.2
TTC Estimated Year-End Financial Pressure* 585.7 544.8 504.0 463.2

TTC Estimated Year-End Financial Pressure*
Anticipated Fall Ridership Level

*Excludes impact of post Labour Day incremental recovery expenses and cost reduction actions 



Conclusion
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Milestone Highlights – May to September 2020

June 17, 2020

May 13 Board Direction-
Assess making face 
covering mandatory;

Campaign strongly 
recommending face 
coverings launched. 
Includes customer and 
stakeholder engagement.

Continued roll out of 
station platform decals, 
vehicle seat decals, hand 
sanitizer on station 
platforms, etc. 

May 2020 June 2020 July 2020 August 2020 September 2020

July 2: Face covering 
mandatory on the TTC 
(subject to Board approval).  

July 2: All door boarding on 
buses and resumption of 
legacy fare payments; 

Commence distribution of 
complimentary PRESTO cards 

July 2: Fare Inspectors 
resume POP inspections, 
education and issuing 
warnings.

August 1: Fare Inspectors 
resume full range of inspection 
and enforcement activities.  

August 21: PRESTO credit 
available for customers eligible 
to receive pro-rated credit for 
March and April 2020 monthly 
passes (subject to Board 
approval)

Labour Day – Anticipate 
ridership demand may 
approach 50 percent of 
normal requiring phase back 
to 100% Conventional Transit 
Service Hours 

September Board Report on 
medium to longer term 
recommendations on 
recovery and rebuild of transit 
service

June 17: TTC Board to 
consider making face 
covering mandatory.  Revised 
communications campaign to 
launch subject to Board 
approval. 

June 29: Commence 
distribution of 1 million non-
medical masks in partnership 
with the City’s Poverty 
Reduction Office; 

June 1: Fare Inspectors 
resumed proof of payment 
customer education on 
streetcars.

June 21: COVID-Ambassadors 
will start to be present in 
select locations as part of an 
enhanced station 
management plan.

Wheel-Trans- Ease essential 
trip policy 
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Thank you

June 17, 2020
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