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Outline

1. Governance, Operations and Safety

Betty Hasserjian: Chief Safety Officer (acting)

2. Finance

Josie La Vita: Chief Financial Officer (interim) 

3. Service 

Mark Mis: Head, Service Planning and Scheduling

4. Closing Remarks

Rick Leary: Chief Executive Officer

May 12, 2020
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Introduction

May 12, 2020

The TTC has played an essential 
role during the COVID-19 
pandemic and continues to move 
300,000 customers a day. 

We have worked in close 
partnership with the City of 
Toronto, Toronto Public Health 
and neighbouring transit 
agencies to protect customers 
and employees.
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Response to COVID-19

May 12, 2020

January

Employee 
COVID‐19 
hotline 
launched 

Jan 27 Jan 28
Disinfection 
efforts increased 
in stations, 
vehicles and 
workplaces

TTC and TPH 
hygiene campaign 
launched

February

Hand sanitizer 
and disinfectant 
wipes 
distributed to 
all front‐line 
employees

Feb 4
Feb 13
Town hall 
employee 
information 
sessions with 
Dr. de Villa 
and Dr. Dubey

Mar 17

Mar 9
Business 
travel 
suspended

Rear‐door 
boarding 
policy 
implemented

Mar 23

Jan 27
Jan 31
WHO declares 
global health 
emergency

Province 
announces
school closures

City activates 
EOC 

Mar 12

Province 
declares 
state of 
emergency

City 
declares 
state of 
emergency

Mar 23

Demand‐
responsive 
service plan 
implemented

Mar 29

Apr 2
City issues 
emergency 
order on 
physical 
distancing

Apr 8
Barriers 
rolled out 
on buses

Hand 
sanitizers 
installed in 
stations

Apr 18

Apr 21
TTC 
partners 
with 
Toronto 
Paramedic 
Services

April

Mar 18
First TTC  
COVID‐19 
case

Sick note 
requirement 
suspended

March

First confirmed 
COVID‐19 case in 
Toronto

Mar 16
Service 
adjustments 
implemented

Remote work 
implemented



Governance, Operations 
and Safety
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Governance and Emergency Response

Chief Safety 
Officer

TTC Executive 
Command

Business 
Continuity 

Steering Group

COOP 
Departmental 
Task Group

Emergency 
Management

Daily 
information to 

the EOC

Internal 
Coordination 
Committee

May 12, 2020

Toronto Public 
Health

Senior 
Leadership Team

Emergency 
Operations 
Centre

COVID‐19 Task 
Force
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Continuity of Operations Planning

May 12, 2020

Updated 
Emergency 
Operations Plan 
(EOP)

Late fall 2019 January 2020 February 2020  March 2020 

Update to 
Pandemic and 
Infectious Disease 
Emergency 
Response Plan

Create Master List 
of Mission‐Critical 
Functions and 
Services to inform 
COVID19 Strategic 
Decisions

TTC Emergency 
Management 
begins Continuity 
of Operations 
Plan (COOP) 
assessment

All Departments 
refine their 
Departmental 
COOPs

April 2020

Develop 
Corporate COOP 
work plan to 
integrate 
Departmental 
COOPs
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Shift to Remote Work

May 12, 2020

• Approximately 1,700 
employees now working 
remotely

• Controls put in place to 
ensure remote devices 
are secured
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Materials and Procurement

May 12, 2020

• Adopt centralized model for 
critical Personal Protective 
Equipment (PPE) management

• Report daily PPE inventory and 
usage to the City and EOC
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Customer and Employee Safety 

May 12, 2020

• Maintaining a healthy and safe 
environment

• Preventing the transmission of 
disease

• Managing incidents of 
employee illness

• Protecting the most vulnerable
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Cleaning and Disinfecting

May 12, 2020
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Personal Protective Equipment

May 12, 2020
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Physical Distancing in the Workplace

May 12, 2020
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Physical Distancing in Transit

May 12, 2020
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Employee Health and Wellness

May 12, 2020

• 41 of almost 16,000
employees have tested 
positive for COVID-19

• 13 have recovered and 
returned to work
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Employee Communications

May 12, 2020

• Updates from our 
CEO to employees

• Board updates
• Senior Management 

Team Skype Meetings
• Daily Corporate 

Notices
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Customer Communications: In Transit

May 12, 2020
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Customer Communications: Online

May 12, 2020
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Supporting our Community: Shelters

May 12, 2020

Wheel-Trans operator John Begg exemplifies 
service excellence



20

Supporting our Community: Toronto Paramedic 
Services

May 12, 2020
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Supporting our Community: Streets to Homes

May 12, 2020
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Supporting our Community: Fare Inspectors

May 12, 2020

Fare Inspectors 
SweetMarie Cunanan 
and Sev Kayalica helped 
out a customer in need.



Finance
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Ridership and Revenue Impact: 80~90% below budget

May 12, 2020 Note*: COVID-19 cases reported by City of Toronto is accurate as of May 6, 2020
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PRESTO Taps Impact: 86% drop from Pre-Covid-19

May 12, 2020

0.0M

0.5M

1.0M

1.5M

2.0M

02-Mar 07-Mar 12-Mar 17-Mar 22-Mar 27-Mar 01-Apr 06-Apr 11-Apr 16-Apr 21-Apr 26-Apr 01-May

PRESTO Taps

Pre‐COVID‐19 Baseline (Mar 2, 2020) 1.72M

0.24M

(86%)
Drop

Cumulative Toronto COVID-19 Cases as of May 1: 6413

Subway

(89%)

Streetcar

(87%)

Bus

(82%)

Wheel‐Trans

(87%)
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 Managing Continuity of Operations 
 Critical Response Activities
 Absence Coverage

 Ensuring Safety
 Vehicle & Station Disinfection
 Personal Protective Equipment

COVID-19 Financial Impact

 Passenger Revenue 
 63% of 2020 Budget
 86% Decline

 Ancillary Revenue
 Commuter Parking

May 12, 2020

Revenue Losses Incremental Response Costs

Combined $92M Monthly Impact
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• Defer Implementation 
of New Service Priorities
• Surface Transit Improvements
• Transit Fare Inspectors

• Capital Program Review
• Defer projects based on 

COVID-19 impacts 
• Leverage Opportunities to 

Accelerate Work

COVID-19 Cost Containment Strategy 

• Constrain Expenditures
• Pause staff salary increases 
• Cancel summer/co-op terms
• Limit overtime to most critical

• Match Service Capacity 
to Demand
• Operate service at ~80% of 

normal service levels
• Realign workforce to critical 

needs

May 12, 2020
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TTC Net Financial Impact to Labour Day 11.4              49.8              297.7              

Cost Containment Strategy Reduces Financial Impact by Almost Half

May 12, 2020

Even with actions taken, financial impact can reach ~$300M by Labour Day. 

Cost Containment Actions
Expenditure Constraint Savings (2.7)             (11.1)                         (55.5)
Matching Service Capacity to Demand (2.6)             (10.9)                         (45.7)
Defer Implementation of New Service Priorities (0.2)             (1.0)                             (5.2)

Total Cost Containment Actions (5.5)               (23.0)            (106.4)             

TTC Operating Net Financial Impact 15.9              69.1              413.7              

Capital Deferrals Re Provincial Gas Tax (4.5)               (19.3)            (116.0)             

($M)
Weekly Monthly Total to 

Labour Day
Financial Impact, Before Cost Containment 21.4           92.1           520.1           

TTC COVID-19 FINANCIAL IMPACT
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Changes to the 2020-2029 Capital Budget and Plan

($ Millions) 2020 2021 2022 2023 2024 2025 2026 2027 2028 2029 Total
2020-2029 Approved Budget & Plan 1,298     1,173 1,467 1,276 1,129 1,122 1,318  1,243 1,044 1,074 12,145             
Changes due to COVID-19 (208) 126 (5) 14 4 (30) (133) (32) 129 18 (118)
Revised 2020-2029 Budget & Plan 1,090     1,299 1,461 1,291 1,134 1,092 1,185  1,212 1,173 1,092 12,027             

2020 - 2029 Captial Budget and Plan
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2020 2021 2022 2023 2024 2025 2026 2027 2028 2029

2020‐2029 Approved Capital Budget & Plan vs  
Revised 2020‐2029 Capital Budget & Plan Due to COVID‐19

Revised 2020‐2029 Budget & Plan 2020‐2029 Approved Budget & Plan



Service
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• COVID-19 Service Plan
‒ March 29, 2020 to June 20, 2020

• Service Recovery Plan
‒ June 21, 2020 to January 2, 2021
‒ January 3, 2021 to September 4, 2021
‒ September 5, 2021 and beyond

May 12, 2020

Service Planning Horizons
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Customer Demand – 20% of Normal

May 12, 2020

Matching Capacity with Demand – Customers per Vehicle

Transit Capacity – Customers per Vehicle

Physical Distancing ‐ 15 Customers

30% of Customers 

Previous – 50 Customers



33

Customer Demand – 20% of Normal

May 12, 2020

Matching Capacity with Demand – Service Hours

Transit Capacity – Service Hours

70% of Service Hours
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Matching Capacity with Demand

Average

Average

Average

Average

Customer trips are not 100% predictable and uniform

Additional demand‐responsive service = 7%
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Planning Principles

• Route Structure
‒ Service continues to operate on all corridors including into York Region and Mississauga
‒ Commuter services are suspended e.g. 140s Downtown Express, 176 Mimico GO 
‒ Most express services are suspended except 900, 927
‒ Seasonal service adjusted e.g. 175 Bluffers Park

• Service Levels
‒ Regular service

• Protect service on high-ridership corridors
• Protect service to healthcare facilities
• Protect service to essential employment, shopping and neighbourhood improvement areas
• Protect service guarantee - all service operates 30-minutes or better based on demand 

‒ Demand-responsive service to dynamically respond to crowding

May 12, 2020

Demand-Responsive Service Plan
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Demand-Responsive Service Plan

May 12, 2020

Key transit corridors 
protect service to 

essential destinations

Local routes provide base 
level of service every      
30 minutes or better 
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Demand-Responsive Service – Boardings

May 12, 2020
map shows

bus departure loads at stop level

Demand‐responsive service will be 
deployed to address crowding to: 
• known hot spots
• emerging flare‐ups
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Demand-Responsive Service – Crowding Heat Map

May 12, 2020

Demand‐responsive service will be 
deployed to address crowding to: 
• known hot spots
• emerging flare‐ups

map shows occurrences of 
more than 15 customers per bus at stop level
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Demand-Responsive Service – Crowding

May 12, 2020

Since April 6, nearly 
95% of bus trips 
are not crowded
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Demand and Transit Capacity

Currently, 20% demand requires 70% of service hours
to provide physical distancing

30% demand requires 100% of service hours 
to provide physical distancing

maintain (e.g. 15 customers per bus)

reduce (e.g. greater than 15 customers per bus)

PHYSICAL DISTANCING



Closing Remarks
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Intergovernmental Relations

• TTC has engaged the provincial and federal levels of 
government to advise on the fiscal impact of COVID-19 on 
TTC operations. 

• Partnering with peer transit agencies, the Canadian Urban 
Transit Association (CUTA), and the Ontario Public Transit 
Association (OPTA) to request emergency relief funding for 
public transit.

• Intergovernmental activities complement City lead efforts, 
which include request for federal funding support for public 
transit by the Federation of Canadian Municipalities (FCM)

• TTC is actively engaging peer transit agencies to share 
information and practices in responding to and planning for 
recovery from the pandemic.

May 12, 2020
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Province’s Framework for Reopening

May 12, 2020
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Thank you

A big thank you to our frontline and 
behind the scenes workers who have 
been providing exceptional service 
during these unprecedented times. 

Thank you to our Board for your support 
of our essential service to Toronto.

May 12, 2020


