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Transit Executive Committee Agenda
Council Chambers 

Regional Headquarters Building 
605 Rossland Road East, Whitby 

Wednesday, October 6, 2021 1:30 PM 
Please note:  In an effort to help mitigate the spread of COVID-19, and to generally 

comply with the direction from the Government of Ontario whereby all 
organized public events of more than five people are prohibited, it is 
requested in the strongest terms that Members participate in the meeting 
electronically. Regional Headquarters is closed to the public, all members 
of the public may view the Committee meeting via live streaming, instead 
of attending the meeting in person. If you wish to register as a delegate 
regarding an agenda item, you may register in advance of the meeting by 
noon on the day prior to the meeting by emailing delegations@durham.ca
and will be provided with the details to delegate electronically. 

 Roll Call 

 Declarations of Interest 

 Adoption of Minutes 

 Durham Region Transit Executive Committee meeting – 
September 8, 2021 Pages 3-8 

 Delegations 

 Presentations 

 Christopher Norris, Deputy General Manager, Operations, 
DRT and Michael Binetti, Supervisor, Service Design, 
DRT re: Fall 2021 Service Update  
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 Correspondence 

 Reports 

 General Manager’s Report – October 6, 2021 (2021-DRT-24) Pages 9-22 

 Demand Responsive Services (2021-DRT-25) Pages 23-94 

  Social Equity in Transit Planning (2021-DRT-26) Pages 95-113 

 Advisory Committee 

 Confidential Matters 

There are no confidential matters to be considered 

 Other Business 

 Date of Next Meeting 

Wednesday, November 3, 2021 at 1:30 PM 

 Adjournment 

Notice regarding collection, use and disclosure of personal information: 

Written information (either paper or electronic) that you send to Durham Regional Council or 
Committees, including home address, phone numbers and email addresses, will become part 
of the public record. This also includes oral submissions at meetings. If you have any 
questions about the collection of information, please contact the Regional Clerk/Director of 
Legislative Services 

Gerrit_L
Highlight

Gerrit_L
Highlight

Gerrit_L
Highlight



If this information is required in an accessible format, please contact 1-800-372-1102 ext. 2097. 

The Regional Municipality of Durham 

MINUTES 

DURHAM REGION TRANSIT EXECUTIVE COMMITTEE 

Wednesday, September 8, 2021 

A regular meeting of the Durham Region Transit Executive Committee was held on 
Wednesday, September 8, 2021 in the Council Chambers, Regional Headquarters 
Building, 605 Rossland Road East, Whitby, Ontario at 1:30 PM. Electronic participation 
was offered for this meeting. 

1. Roll Call

Present: Commissioner Collier, Chair 
Commissioner Barton, Vice-Chair 
Commissioner Anderson 
Commissioner Carter 
Commissioner Mulcahy 
Commissioner Pickles 
Commissioner Smith 
Regional Chair Henry 

Also 
Present: Commissioner Crawford 

Absent: Commissioner Drew 

Present: E. Baxter-Trahair, Chief Administrative Officer
W. Holmes, General Manager, Durham Region Transit
J. Austin, Deputy General Manager, Business Services, Durham Region

Transit
M. Binetti, Transportation Service Design, Durham Region Transit,
L. Huinink, Director, Rapid Transportation & Transit Oriented Development,

Office of the Chief Administration Officer
R. Inacio, Systems Support Specialist, Corporate Services – IT
A. McKinley, Deputy General Manager, Maintenance, Durham Region

Transit
C. Norris, Deputy General Manager, Operations, Durham Region Transit
N. Prasad, Assistant Secretary to Council, Corporate Services – Legislative

Services
R. Walton, Regional Clerk/Director of Legislative Services
S. Glover, Committee Clerk, Corporate Services – Legislative Services
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2. Declarations of Interest

There were no declarations of interest.

3. Adoption of Minutes

Moved by Commissioner Carter, Seconded by Commissioner Mulcahy,
(37) That the minutes of the regular Durham Region Transit Executive

Committee meeting held on Wednesday, June 2, 2021, be adopted.
CARRIED 

4. Delegations

There were no delegations to be heard.

5. Presentations

5.1 Josh Colle, Executive Director for Government and Public Sector practice, Ernst
and Young LLP re: Durham Region Transit Demand Responsive Transit Study,
Executive Summary

J. Colle, Executive Director for Government and Public Sector practice, Ernst and
Young LLP provided a PowerPoint presentation on the Durham Region Transit
Demand Responsive Transit Summary. A copy of the presentation was provided
in the Agenda.

Highlights of the presentation included: 

• Executive Summary
• Project Approach
• Current State Assessment and Future State Recommendations

o Overview of Current State Findings
o Overview of Current State Assessment
o Design Principles
o Overview of Future State Recommendations

• The Path Forward
o Transit Evaluation Framework – Overview
o Implementation Roadmap – Overview
o Conclusion – Demand Responsive Transit Study

J. Colle advised that the full detailed report will be forthcoming and that it will be
provided to the Committee.

Chair Collier on behalf of the Committee thanked J. Colle for his presentation. 
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5.2 Michael Binetti, Supervisor, Service Design, Durham Region Transit re: The 
Route Ahead, 2022-2025 Service Strategy [Item 7. B)] (2021-DRT-20) 

M. Binetti, Supervisor, Service Design, provided a PowerPoint presentation on
The Route Ahead, the 2022-2025 Service Strategy. A copy of the presentation
was provided in the Agenda.

Highlights of the presentation included: 

• Looking to 2025
• Strategy Pillars

o Availability
o Innovation
o Reliability
o Safety
o Growth

• The Route Ahead – Growing Ridership
• Integrated Network
• Service Guidelines

o Span and Service Levels
o Ridership Productivity

• Local Area Transit Plans
• Infrastructure
• 2025 Network – Urban
• 2025 Network – Rural

M. Binetti and B. Holmes responded to questions from the Committee regarding
the establishment of new routes through new developments such as the Seaton
Development and how new developments are being educated on Durham Region
Transit services; what lower technology options, such as the telephone, are
available to the public in order to book On Demand services; the use and
reliability of On Demand services and whether enough resources are being
utilized to meet demand; and ensuring there is continuous monitoring of Durham’s
population and demand growth, as well as new opportunities for transit such as
the independent living facilities that are being built within Durham Region.

5.3 Jamie Austin, Deputy General Manager, Business Services, Durham Region 
Transit, re: E-Mission Zero – Towards Zero Emission Public Transit in Durham 
Region [Item 7.C] (2021-DRT-21) 

J. Austin, Deputy General Manager, provided a brief PowerPoint presentation on
E-Mission Zero – Towards Zero Emission Public Transit in Durham Region.

J. Austin provided an overview of Attachment #1 of Report #2021-DRT-21: DRT
E-Mission Zero Framework that includes a wide variety of opportunities for residents
of Durham to learn more about electric vehicles.
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J. Austin advised that the E-Mission Zero program is a suite of initiatives to reduce
greenhouse gas emissions from public transit through clean technologies and
highlighted the following E-Mission Zero initiatives:

• Battery Electric Bus and Charging Infrastructure Pilot Project
• Whitby Autonomous Vehicle Electric (WAVE) Shuttle Pilot Project
• Zero Emission Bus Fleet and Facility Feasibility Study
• Flagship Transit Operations and Maintenance Facility

Chair Collier on behalf of the Committee thanked J. Austin for his 
presentation. 

6. Correspondence

There were no correspondence items to be considered.

7. Reports

A) General Manager’s Report – September 8, 2021 (2021-DRT-19)

Report #2021-DRT-19 from B. Holmes, General Manager, Durham Region 
Transit, was received. 

Moved by Regional Chair Henry, Seconded by Commissioner Pickles, 
(38) That Report #2021-DRT-19 of the General Manager, Durham Region

Transit, be received for information.
CARRIED 

B) The Route Ahead, Durham Region Transit 2022-2025 Service Strategy (2021-
DRT-20)

Report #2021-DRT-20 from B. Holmes, General Manager, Durham Region 
Transit, was received. 

Moved by Regional Chair Henry, Seconded by Commissioner Barton, 
(39) A) That the 2022-2025 Service Strategy, The Route Ahead, be 

approved; and 

B) That the 2022-2025 Service Strategy be funded through the annual
Durham Region Transit Business Plans and Budgets.

CARRIED 

C) E-Mission Zero – Towards Zero Emission Public Transit in Durham Region (2021-
DRT-21)

Report #2021-DRT-21 from B. Holmes, General Manager, Durham Region 
Transit, was received. 
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Moved by Commissioner Smith, Seconded by Commissioner Barton, 
(40) That Report #2021-DRT-21 of the General Manager, Durham Region

Transit, be received for information.
CARRIED 

D) Administration of U-Pass Agreement (2021-DRT-22)

Report #2021-DRT-22 from B. Holmes, General Manager, Durham Region 
Transit, was received. 

B. Holmes highlighted the changes that have been made to the U-Pass Program
now that it has incorporated into the PRESTO platform. He advised that the U-
Pass has  transitioned to the e-ticketing program which students will now be able
to use and includes a QR code to scan. He advised that from a data collection
perspective, the e-ticketing program will greatly benefit staff and inform of
ridership numbers and boarding locations.

B. Holmes advised that the partnership with the post-secondary institutions has
been greatly beneficial and that they have been very supportive. He also advised
that students who don’t have phones can work with their school and issued a
PRESTO card to use along with displaying  their school ID in order to access
Durham Transit services.

Moved by Commissioner Anderson, Seconded by Commissioner Mulcahy, 
(41) That Report #2021-DRT-22 of the General Manager, Durham Region

Transit, be received for information.
CARRIED 

8. Advisory Committee Resolutions

8.1 Durham Region Transit Advisory Committee

Moved by Commissioner Mulcahy, Seconded by Commissioner Barton, 
(42) That the minutes of the regular Transit Advisory Committee held on May

18, 2021, be received for information.
CARRIED 

9. Confidential Matters

There were no confidential matters to be considered.

10. Other Business

10.1 100,000 Rider on Durham Region Transit (DRT) 

B. Holmes advised that on August 28, 2021 DRT reached the milestone of the
100,000th On Demand rider; a post-secondary student from Clarington who
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regularly uses On Demand to connect to Route 902 to travel to and from Oshawa. 
He advised that more information will be presented to the Committee at the 
October 6, 2021 TEC meeting. 

10.2 Uptake of On Demand Services in Northern Rural Communities 

In response to a question from Commissioner Smith regarding the lack of 
awareness of the On Demand services in northern rural communities including 
the Township of Brock, B. Holmes advised that he would circulate the On 
Demand ridership numbers to the Committee members over the next few weeks. 

B. Holmes advised that some people perceive On Demand as an inferior service
because it is not delivered with a bus.  He indicated that On Demand is an
important part of the DRT network and provides a high level of transit service with
frequencies up to 15 minutes in the urban areas and 40 minutes in the rural
areas. On Demand is a reliable transit service, and it’s delivered differently than
scheduled services.

11. Date of Next Meeting

The next regularly scheduled Durham Region Transit Executive Committee
meeting will be held on Wednesday, October 6, 2021 at 1:30 PM in the Council
Chambers, Regional Headquarters Building, 605 Rossland Road East, Whitby.

12. Adjournment

Moved by Regional Chair Henry, Seconded by Commissioner Pickles,
(43) That the meeting be adjourned.

CARRIED 

The meeting adjourned at 2:56 PM 

Respectfully submitted, 

S. Collier, Chair

S. Glover, Committee Clerk
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If this information is required in an accessible format, please contact 1-800-372-1102 ext. 3702 

The Regional Municipality of Durham 
Report 

To: Durham Region Transit Executive Committee 
From: General Manager, Durham Region Transit 
Report: #2021-DRT-24 
Date: October 6, 2021 

Subject: 

General Manager’s Report – October 6, 2021 

Recommendation: 

That the Transit Executive Committee recommends 

That this report be received for information. 

Report: 

1. Purpose 

1.1 This report is submitted at each Transit Executive Committee (TEC), for 
information. 

2. Background 

2.1 The General Manager Report provides regular updates on key performance 
measures and summaries of current activities and transit issues in Attachment #1. 

3. Previous Reports and Decisions 

3.1 Not applicable 

4. Financial 

4.1 The General Manager’s Report focuses mainly on performance and service 
standards. There are no financial impacts associated with TEC’s receipt of this 
report. 
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5. Relationship to Strategic Plan 

5.1 This report aligns with/addresses the following strategic goals and priorities in the 
Durham Region Strategic Plan: 

a. Service Excellence 

6. Conclusion 

6.1 For additional information, contact: Bill Holmes, General Manager, at 905-668-7711, 
extension 3700. 

7. Attachments 

Attachment #1: General Manager’s Report – October 6, 2021 

Respectfully submitted, 

Original signed by 

Bill Holmes 
General Manager, DRT 

Recommended for Presentation to Committee 

Original signed by 

Elaine C. Baxter-Trahair 
Chief Administrative Officer 
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General Manager’s Report 
October 6, 2021 
TEC 
Attachment #1 

Performance Measures Dashboard 2
Safety 3
Ridership 4
Service Delivery 7
Updates 11
General 12
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Performance Measures Dashboard 

Safety 
Key performance 

indicator 
Description Latest 

Measure 
Current Target

1
 Current 

Variance to 
Target 

(per cent) 

YTD 
Status

2 

(per cent) 

Collisions Number preventable 
collisions per 100,000 
km  

August 0.34 0.58  
-41.4 

 
-14.3 

Ridership 
Scheduled 

Ridership (x1,000) Number passengers August 399 338  
17.9 

 
-38.3 

PRESTO Ridership Customers paying using 
PRESTO (per cent) 

August 77.1 74.9  
2.2 

 
42.8 

Bus full occurrences Number operator 
reported occurrences 

August 63 573 NA NA 

Demand Responsive 

Ridership - 
Specialized 

Number customer trips August 5,705 4,684  
21.8 

 
-32.6 

Unaccommodated 
Rate - Specialized 

Trip requests not 
scheduled (per cent) 

August 1.0 0.8  
0.2 

 
-0.2 

Ridership – On 
Demand 

Number customer trips August 10,988 255 NA NA 

Service Delivery 
Scheduled 

On time 
performance 

On-time departures from 
all stops (per cent) 

Service 
Period 34 

79.9  77.9 

2.0 
 

0 
Service availability Scheduled service 

delivered (per cent) 
Service 

Period 34 
99.0  99.5 

-0.5 
 

0.1 
Mean Distance 
Between Failure 
(MDBF) 

Average number of 
revenue service 
kilometres between 
occurrences of vehicle 
defects impacting service 
(revenue service 
kilometers) 

June 23,480 N/A N/A NA 

1Target is 2020 measure for the same period  
2Year to Date (YTD) compared to previous year 
3Bus capacity limited to seated load, reduced ridership during pandemic 
4June 21 through September 5, 2021 
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Safety

Preventable collisions rate per 100,000 km

Definition: A preventable collision is one in which the driver failed to do everything reasonable to 
avoid the collision. The preventable collision rate is the number of preventable collisions per 100,000 
kilometres of travel for all Durham Region Transit (DRT) vehicles. 

A collision may not be reportable to police based on the Highway Traffic Act, but for DRT purposes all 
collisions are documented and investigated. 

Analysis 

The preventable collision rate continues to improve in 2021, with a year-to-date rate 14 per cent lower 
than last year through August. The positive monthly trend continued in August, 41 per cent lower 
compared to August 2020. 

Action Plan 

Safety and Training staff have implemented additional measures to curb the trend of increasing 
monthly collision rate. 

• Trainers and mobile supervisors deployed to depots and relief points to host “safety talks” with 
bus operators, focussing on work preparations and defensive driving habits. 
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Ridership

Scheduled transit

Definition: Ridership is the sum of all passenger trips. A passenger trip is considered a one-way trip 
from origin to destination, regardless of the number of transfers that may be required. Ridership data 
is calculated from fare box data and data from PRESTO, GO Bus One Fare Anywhere, and On 
Demand. 

Results 

Monthly ridership continues to improve since April; 18 per cent higher in August compared with 2020, 
and approximately 46 per cent of 2019 ridership levels. 

Action Plan 

Preliminary ridership analysis of service enhancements implemented September 7, 2021 and 
considering the return of the U-Pass and on-campus programming at post secondary institutions, a 
significant ridership increase is expected for September. Details are presented in the accompanying 
presentation by Service Planning. 
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Demand Response Transit

15



6 

Definitions: 

Ridership: A trip is considered a one-way passenger trip from origin to destination, regardless of the 
number of transfers that may be required. 

Trip Demand (Specialized): Specialized transit trip demand is the sum of all trips delivered, no-shows 
and cancelled at the door, and unaccommodated trips. 

Unaccommodated Rate (Specialized): An unaccommodated Specialized transit trip is one where DRT 
is unable to schedule a trip for the specific requirement requested by the customer, or the customer 
declined to accept the trip option provided by the booking agent. 

Results 

On Demand continues to experience record monthly ridership, reaching 10,988 monthly trips in 
August. 

Specialized service ridership continues to slowly improve, with August ridership at 39 per cent of 
2019 levels. Specialized transit delivered 99 per cent of trip requests in August. 

Action Plan 

Staff continue to review ridership trends and the pandemic status to project service level and routing 
requirements. The ridership monitoring framework supported transition back to some scheduled 
routes and late adjustments were implemented in time for the service change on September 7, 2021. 
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Service Delivery

On Time Performance and Availability (conventional)

Definition 

On Time Performance (OTP) is a measure of the percentage of buses departing a bus stop no more 
than zero minutes early and five minutes late. The annual OTP target has increased to 80 per cent. 
OTP is reported for each service period. 
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Service availability measures the actual service delivered by DRT compared to the scheduled 
revenue service. The service availability target is 99.5 per cent. Service availability is reported for 
each service period. 

Results 

OTP for 2021 service period 2 (BP2), between April 5 and June 20, improved by one per cent 
comparted to 2021 service period 1, and remained consistent with 2020 service period 2. Year to 
date OTP is one per cent below the target of 80 per cent. 

Service availability decreased marginally to 99.4 per cent, 0.2 per cent lower than 2020 and slightly 
below the target of 99.5 per cent. 

Action Plan 

Service Planning staff have completed recent run time analysis to update September schedules to 
reflect actual trip running times which are expected to improve overall OTP. 

Service availability is impacted by unplanned events such as on-street conditions impacting service 
delivery (collisions, detours, etc.) and mechanical defects. Maintenance staff continue to enhance 
vehicle maintenance activities to mitigate on-street defects, as demonstrated in the Mean Distance 
Between Defects metric, and operations management continue to use available on-street resources 
to cover service when unplanned event happen. 
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Scheduled Service Maximum Bus Occupancy

Definition 

Maximum bus occupancy is a measure of the maximum number of riders on a scheduled service 
vehicle at any point of a trip, currently expressed as a percentage of the seated capacity. The data 
accounts for the differences in capacity for regular and articulated buses. 

For planning purposes, maximum capacity is considered the vehicle seating capacity during the 
pandemic recovery period. There are no mandated/legislated bus passenger capacity limit and at 
times capacity on a trip may exceed the maximum seated capacity. 

Results 

During the last week of August, maximum occupancy was below 50 per cent of seated capacity for 
approximately 95.25 per cent of all trips, with approximately 0.6 per cent of trips exceeding 75 per 
cent seated capacity. 

Action Plan 

The transit network continues to provide adequate capacity for current customer demand. As 
ridership increases into the fall, DRT will continue to monitor bus occupancy and implement 
operational controls to increase route capacity where appropriate. 
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Mean Distance Between Failure (conventional)

Definition 

Mean Distance Between Failure (MDBF) measures the reliability of the fleet by tracking the mean 
distance between bus breakdowns or mechanical failures that result in cancelled or missed service. A 
bus breakdown or mechanical failure is any incident that precludes a revenue vehicle from completing 
its trip or beginning its next scheduled trip and is measured by the total number of revenue vehicle 
kilometers (conventional service fleet) divided by the total number of chargeable vehicle defects 
during the reporting period. 

Chargeable vehicle defects (or chargeable mechanical failures) are consistent with guidelines from 
the Ontario Public Transit Association (OPTA) and does not consider failures resulting from 
passenger-related events (i.e., sickness on the bus), farebox or other technology defects such as 
PRESTO readers. 

Service impacts resulting from bus breakdowns are mitigated by assigning an available bus or 
reassigning a bus from a lower priority trip, to cover all or a portion of the affected trip(s). 

Results 

MDBF continued to steadily improve, increasing to 23,480 km for August. 

Action Plan 

DRT will establish an appropriate MDBF target at the end of 2021 with the objective to continuously 
enhance preventative maintenance practices and improve annual MDBF performance. 
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Updates 

1. Service Changes, October 4, 2021 

Based on increasing ridership in September within Pickering, the following service 
enhancements will be implemented on October 4, 2021. 

• Route 103 – NEW 
o Pickering Parkway Terminal to Pickering West via Glenanna, Fairport, Strouds, 

Whites, Altoona, Valley Ridge. 
o Weekdays, every 30 minutes, 6 AM to 7 PM 

• Route 112 – REVISED 
o Two-way service from Pickering Parkway Terminal to Zents via Liverpool, Finch, 

Valley Farm, Delbrook, Brock.  Removes the existing “loop” service. 
o Weekdays, every 30 minutes, 6 AM to 7 PM 

On Demand zones will be adjusted accordingly during the hours of operation of the Route 
103 and 112. 

On Demand remains available before 6 AM and after 7 PM in these areas, providing 
residents 24-hour access to DRT services.
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General 

1. Y10 Update 
Based on customer feedback the initial purchase for the Y10 incentive will be extended to 
October 2021. 

As high school students returned to class in early September, some families were uncertain 
about the return to classes, DRT route changes, and the impacts of the fourth wave of COVID-
19 and missed the opportunity to purchase the September Y10 pass and save $40 saving 
each month. The Y10 pass available through PRESTO is available through the 17th day of the 
month, with the next month’s passes available for sale 11 days prior to the end of the month. 

To support these families, the initial purchase for this years Y10 monthly pass has been 
extended to October 2021. Youth who purchased a Y10 pass in September or October 2021 
will be able to purchase each subsequent monthly Y10 passes for $54.50. 

2. Presentation at Canadian Urban Transit Association conference 
During the recent Canadian Urban Transit Association (CUTA) annual fall conference, Jamie 
Austin, Deputy General Manager, Business Services, and Pri Uthayakumar, Project Manager – 
Fleet Electrification, were invited to participate on an expert panel and shared DRT’s 
experience to date with electrification of the bus fleet. As highlighted in the E-Mission Zero 
report today, the electric bus pilot including eight electric buses and associated charging 
infrastructure and electric equipment is progressing quickly. Similarly, the fleet electrification 
feasibility study is well underway with a report expected in early 2022 that will recommend the 
transit fleet transition strategy and the associated timeline and budget estimates for achieving 
a 100 per cent zero greenhouse gas emission fleet. 
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The Regional Municipality of Durham 
Report 

To: Durham Region Transit Executive Committee 
From: General Manager, Durham Region Transit 
Report: #2021-DRT-25 
Date: October 6, 2021 

Subject: 

Demand Responsive Service 

Recommendation: 

That the Transit Executive Committee recommends 

A) That report #2021-DRT-25 and the Durham Region Transit Demand Responsive 
Transit Study, be received for information; 

B) That the amalgamation of Specialized Services and On Demand into a single 
Demand Responsive Service, be approved; and 

C) That the General Manager provide regular updates to the Transit Executive 
Committee on the status of the transition to Demand Responsive Service. 

Report: 

1. Purpose 

This report summarizes the findings of the Durham Region Transit Demand 
Responsive Transit Study funded by the Government of Ontario through the Audit 
and Accountability Fund. The study recommends that Durham Region Transit (DRT) 
amalgamate On Demand and Specialized Services into a single Demand 
Responsive Service to achieve a more spontaneous, equitable, reliable, and 
customer-focused service. 
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2. Background 

2.1 On September 21, 2020, the Phase 1 service plan was launched as part of DRT’s 
ridership recovery framework. The service plan included On Demand, a demand 
responsive service, operating in low ridership zones within urban areas and rural 
areas across the Region. DRT On Demand was supported by the launch of a new 
technology platform encompassing TEC approved recommendations arising from 
the rural transit review in June 2020, and current industry best practices. 

2.2 DRT On Demand enhanced transit services across the Region of Durham by 
providing all residents access to frequent and reliable. Residents within urban On 
Demand zones are accessing transit within 30 minutes of requesting a trip; rural 
residents are accessing On Demand within 45 minutes of trip requests. Trip 
requests are scheduled in real time and the technology platform optimizes available 
resources and system productivity. Weekly On Demand ridership increased to over 
2,400 passengers, with the 100,000th passenger trip being delivered August 28, 
2021. 

2.3 Specialized Services, operating since DRT was formed in 2006, is also a demand 
responsive service. Registered customers generally telephone a booking agent a 
minimum of 24 hours and up to seven days in advance of their intended time of 
travel. Trips are scheduled through a scheduling platform and the daily manifests of 
trips are assigned to internal and external resources by midnight for the following 
day. Same day trip bookings may be available pending the availability of vehicle 
capacity. 

2.4 The successful launch of DRT’s On Demand service in September 2020 enabled 
customers in low ridership zones to plan and book their trip in real-time and access 
a frequent and reliable transit service regardless of where they live, work or travel 
within the Region. Staff recognized the opportunities and synergies with specialized 
services that would enable all customers to benefit from a unified demand 
responsive service model that’s customer-centric, equitable, and seamless. The 
Region and DRT are committed to removing barriers to travel such as ongoing 
investments in accessible buses and onboard systems, infrastructure, building 
features and pedestrian road crossings. Demand Responsive transit will further 
foster an inclusive public transit environment in the Region. 
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2.5 Audit & Accountability Funding 

a. In February 2021 the Government of Ontario, through the Audit and 
Accountability Fund, approved the DRT funding application for up to $100,000 
towards a Transit Demand Responsive Transit Study. The work was required 
to be completed by an independent third-party reviewer and to deliver a final 
report with specific and actionable recommendations for cost-savings and 
efficiencies by October 15, 2021. 

b. Ernst and Young LLP (EY) was the independent third-party reviewer selected 
for this work. The provincially approved objective of the work was to make 
findings and recommendations to help DRT: 
1. Ensure compliance with the Accessibility for Ontarians with Disabilities Act 

(AODA) requirements specific to Specialized Services. 
2. Reorder demand responsive services (On Demand and specialized 

services) as required to be client centric, and outcome focused. 
3. Ensure that equity of access of Specialized Transit is comparable to 

scheduled and On Demand service models. 
4. Recalibrate the roles and responsibilities of parties throughout the transit 

system. 
5. Identify opportunities for efficiencies and value. 
6. Ensure the service model aligns with the strategic priorities of the Region 

and DRT. 

3. Durham Region Transit (DRT) Demand Response Transit Study 

3.1 The final report from EY (Attachment #1) highlights that the mobility landscape and 
public transit customer expectations are rapidly shifting, which has been 
accelerated by the global pandemic and advances in technology. EY evaluated the 
current state of demand response services at DRT and developed 
recommendations supporting a single Demand Responsive service model. 

a. Integrate Specialized and On Demand services in compliance with AODA, 
including operations, scheduling, booking and customer support. 

b. Review internal communications for effectiveness, invest in cross-training of 
staff, and implement new feedback mechanisms to drive ongoing dialogue 
and improvements across DRT. 

c. Invest in technologies that enable Customer Relations Management, 
workforce management, and analytics while negotiating for better access to 
third party data. 
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d. Engage stakeholders to review the future state model and design for Demand 
Responsive transit and allow time to implement educational initiatives and 
marketing campaigns. 

e. Establish a “One DRT” transit strategy with underlying objectives and Key 
Performance Indicators (KPIs), while strengthening cross-boundary partner 
collaboration and further embedding social equity principles into delivery. 

3.2  Summary of current state findings 

a. Service delivery and operations 

• The process and options available for scheduling and booking 
spontaneous trips is different depending on the customer’s travel ability 

• Current contracts with third party operators do not have clear 
performance standards and metrics to drive a consistent, desired 
customer experience 

b. Culture and collaboration 

• Legacy ways of working and structure are driving a relatively siloed 
approach to scheduled, specialized and On Demand services and 
reducing organizational agility 

• Third party contactors who deliver a component of On Demand service 
are not yet accepted as key members of the DRT service delivery team 

c. Technology and analytics 

• The current suite of enterprise and operational technologies do not have 
the functionality needed to enable the desired customer service 
experience or an ability to track operational and financial performance in 
an efficient manner 

• Data collection, analysis and reporting requires significant manual effort 
by the analytics and service design teams, and limits the ability to derive 
real-time insights 

d. External communications and education 

• Increased community outreach efforts will be needed to define customer 
needs more clearly for the Demand Responsive service  

• DRT branding does not accurately reflect the organization’s vision and 
aspirations to deliver a customer-centric, Demand Responsive service 
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• Customer awareness and understanding of DRT’s services and how 
they are expected to change is low 

e. Strategy and key partnerships 

• A clear set of strategic objectives, target outcomes, and KPIs for 
delivery of Demand Responsive service that integrates current and On 
Demand and Specialized service offerings are yet to be defined 

3.3 Jurisdictional scan of leading practices 

The study reported on several leading practices for DRT to consider from Australia, 
Switzerland, Spain, United States, Norway, and Germany. 
a. Combining Specialized services within On Demand service offering and share 

fleet, operators, and booking that includes an accessible and simple interface 
b. Expand service design and optimize trips by considering high-uptake areas 
c. Consider notifications and COVID screening protocols built into future 

Demand Responsive app could support contact tracing and transparency for 
passengers’ journeys 

d. Pre-booking options are possible through various software solutions which 
provides a flexible experience to meet users’ needs and necessary in an 
amalgamated Specialized/On Demand model. 

e. Rethink the user experience and digital interfaces to cater to seniors and 
other specific populations may create a more customized and simplified 
experience for customers. 

f. Integrating the DRT On Demand app with the Transit app is already being 
done – expanding payment options for riders without bank accounts or 
smartphones could be explored 

3.4 Recommended future state of Demand Responsive Services 

The study recommends that DRT move forward to implement a Demand 
Responsive service that amalgamates the existing Specialized and On Demand 
services, resulting in a service that is more spontaneous, equitable, reliable, and 
customer focussed. 

a. Service delivery and operations 

• Further integrate Specialized and On Demand services and allow for 
advanced trip bookings 
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• Develop robust contract management capacity, streamline operational 
processes, and improve integration of third-party operators with DRT 
employed operators to drive a “One DRT” experience 

• Continue maintenance and improvements of bus stops with attention to 
transfer points to maximize comfort/coordinate with other services and 
authorities to minimize transfer times 

b. Culture and collaboration 

• Establish a clear plan for “One DRT” across the organization, 
emphasizing integrated operations, booking, dispatch, and fleet 
management 

• Drive support for “One DRT” through a comprehensive and transparent 
internal change management strategy centered on actionable goals and 
defined responsibilities focused on enhancing the user experience 

• Cross-train staff in accordance with an integrated “One DRT” service 
offering, centered around the customer experience 

c. Technology and analytics 

• Analyze the moments that matter across the customer journey by 
ensuring the new Customer Relations Management software that can 
best capture and report this customer information  

• Implement an automated dispatching software and related app that 
allows for the seamless integration of On Demand and Specialized trip 
bookings that can satisfy both customer and business/operational 
requirements 

• Invest in new or upgraded operational and enterprise solutions, paying 
close attention to data accessibility, interoperability, and exportability of 
data from those systems 

d. External communications and education 

• Reimagine how public engagement and consultation is conducted in a 
post-pandemic world, testing new communication channels and 
feedback mechanisms 

• Prepare to rebrand DRT services to reflect One DRT vision and 
customer charter before extending it to infrastructure, fleet, uniforms, 
and other external facing assets 
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• Targeted marketing campaigns to educate customers, the community, 
and members of social equity groups 

e. Strategy and key partnerships 

• Establish One DRT strategy and performance management framework 
that can be used to monitor progress 

• Increase communication and collaboration between neighboring transit 
partners and key stakeholder groups with special attention to cross-
boundary Specialized Service experience 

3.5 Evaluation framework of the future state Demand Responsive Service model 

The future state model was evaluated through a framework to highlight benefits and 
drawbacks. 

a. Customer 
• Provides more seamless, efficient, and equitable movement of people 

across the Region, resulting in improved customer experience as a 
result of more direct travel, shorter journey’s, reduced wait times, and 
simplicity of trip planning. 

b. Equity 
• Users with different abilities will ride together and everyone will have 

greater access to transit and reduced wait times. Overall, users will have 
more choice when it comes to where they are able to live, work and 
play. 

c. Service Delivery 
• A Demand Responsive transit service provider is more equipped to 

action Regional objectives and improve service delivery, facilitating 
regional mobility on a larger, more integrated, and more equitable scale. 

d. Financial 
• Initially generates operational efficiencies and eventually provide cost 

saving opportunities to consider for reinvestment in services. 
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e. Economic 
• Improves the connectivity and economic growth of the Region by 

increasing access to employment opportunities, retaining talent, and 
enhancing the Region’s investment profile. 

f. Environmental 
• Allows for the more efficient deployment and management of assets 

across the network to reduce waste and emissions across the system 
and supports a mode shift away from personal vehicles thereby 
reducing overall environmental impact to the Region. 

3.6 Financial analysis 

The study modelled four scenarios to estimate the operational costs of the future 
state service delivery costs. The preferred initial/near term scenario is a transition to 
the Demand Responsive Transit service using the existing resource model of 
internal and external contracted resources. Maintaining the existing resource model 
during the transition period will enable DRT to focus on the significant change 
management considerations and operational improvements related to contract 
management, controls, processes, communications, information, training, branding 
and technology. 

Following a successful change management program and as the Demand 
Responsive service matures over the next 24 months, there will be opportunities to 
realize further efficiencies by considering alternative service delivery models. 

3.7 Accessibility and Accessibility for Ontarians with Disabilities Act (AODA) 
considerations 

The study also reviewed current Specialized Services practices which customers 
and the community have commented are not in compliance with the AODA. The 
study confirmed that the following practices comply with the AODA. 

a. Application of AODA criteria for unconditional, conditional, and temporary 
eligibility 

b. Origin to destination services using integrated services approach that includes 
delivering a trip using a combination of specialized service and scheduled 
service 

c. Mandatory requirement for a customer to provide and travel with an attendant 
(or support person) when the customer is unable to use the service 
independently 
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d. Current booking practice requiring pre-booking of trips 

4. Path Forward 

Staff will thoroughly review, prioritize, and implement the appropriate tactical actions 
highlighted in the report to support the transition to the Demand Responsive Service 
model. Key transition activities are summarized below. 

 Activity Estimated Timing 

Formalize service delivery strategy, 
metrics, and transition project plan Q4 2021 

Continue collaboration through Ministry of 
Transportation Fare and Service 
Integration table, including emphasis on 
cross-boarder demand responsive trips 

Q3 2021 – Q2 2022 

Establish performance management 
framework and key performance indicators 
(KPI’s) 

Q4 2021 – Q1 2022 

Branding and vehicle livery Q1- Q2 2022 

Realign internal structure and 
responsibilities, process, and policies 

Q2 2022 

Market and communicate Demand 
Responsive Transit to stakeholders and 
the broader community, including 
educational materials and collateral to 
support customers 

Q2-Q4 2022 

Training and development for staff and 
third-party service provider(s) for updated 
procedures, processes, and 
responsibilities 

Q2-Q3 2022 

Implement Demand Responsive 
technology platform within Specialized and 
On Demand services 

Q3 – Q4 2022 
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 Activity Estimated Timing 

Launch Demand Responsive Service Q3 – Q4 2022 

Monitor KPI’s and feedback, adjust 
processes to realize operational 
efficiencies 

Q4 2022 – Q2 2023 

Evaluate effectiveness of Demand 
Responsive Transit and recommend next 
steps 

Q3 2023 

5. Previous Reports and Decisions 

5.1  2020-DRT-12 Review of transit services in rural Durham, June 3, 2020 

5.2 2021-DRT-19 General Manger Report, September 8, 2021 

5.3 Transit Executive Meeting Agenda, September 8, 2021, Presentation by Josh Colle, 
Executive Director for Government and Public Sector practice, Ernst and Young 
LLP re: Durham Region Transit Demand Responsive Transit Study, Executive 
Summary 

6. Relationship to Strategic Plan 

6.1 Environmental Sustainability 

1.4 Demonstrate leadership in sustainability and addressing climate change 

6.2 Service Excellence 

5.1 Optimize resources and partnerships to deliver exceptional quality services 
and value 

5.2 Collaborate for a seamless service experience 

5.3 Demonstrate commitment to continuous quality improvement and 
communicating results 

5.4 Drive organizational success through innovation, a skilled workforce, and 
modernized services 
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7. Conclusion 

7.1 Transition to a single Demand Responsive Service will provide customers a 
spontaneous, equitable, reliable, and customer-focused service. Amalgamating 
Specialized and On Demand services will be supported by an effective change 
management and transition program and education, information, and engagement 
with stakeholders, customers, and the community. The transition to a mature and 
accepted service is expected to be achieved by 2024. 

7.2 Demand Responsive service will generate efficiencies by leveraging a single fleet, 
co-mingling of demand response riders, centralized operator pools, maintaining a 
single technology platform, and other staff and resource efficiencies. 

7.3 Although the service will leverage innovative systems and platforms to realize 
efficiencies and enhance the experience of customers, existing technologies such 
as the telephone will continue to be important to support residents who are unable 
or hesitant to adopt new technologies. 

8. Attachments 

Attachment #1: Durham Region Transit Demand Responsive Transit Study, Final 
Report, EY 

Respectfully submitted, 

Original signed by 

Bill Holmes 
General Manager, DRT 

Recommended for Presentation to Committee 

Original signed by 

Elaine C. Baxter-Trahair 
Chief Administrative Officer 

33



D
ur

ha
m

 R
eg

io
n 

Tr
an

si
t 

(D
R

T)
 D

em
an

d 
R

es
po

ns
iv

e 
Tr

an
si

t 
St

ud
y

Fi
na

l R
ep

or
t

Se
pt

em
be

r 
20

21

34



Ta
bl

e 
of

 c
on

te
nt

s
1

Ex
ec

ut
iv

e 
su

m
m

ar
y

3

2
P

ro
je

ct
 o

ve
rv

ie
w

 a
nd

 a
pp

ro
ac

h
5

3
Cu

rr
en

t 
st

at
e 

as
se

ss
m

en
t

8
Ke

y 
cu

rr
en

t s
ta

te
 fi

nd
in

gs
9

Cu
st

om
er

 a
na

ly
si

s
15

Ju
ri

sd
ic

tio
na

l s
ca

n 
re

su
lts

19
4

D
es

ig
n 

pr
in

ci
pl

es
22

5
Fu

tu
re

 s
ta

te
 r

ec
om

m
en

da
ti

on
s

25
Ke

y 
re

co
m

m
en

da
tio

ns
 a

nd
 a

ct
io

ns
26

Fu
tu

re
 s

ta
te

 s
er

vi
ce

 d
el

iv
er

y 
m

od
el

32
Cu

st
om

er
 p

er
sp

ec
tiv

e 
an

d 
ex

pe
ri

en
ce

36
A

O
DA

 c
on

si
de

ra
tio

ns
40

Ch
an

ge
 im

pa
ct

s
43

6
Fu

tu
re

 s
ta

te
 m

od
el

 e
va

lu
at

io
n

46
Fr

am
ew

or
k 

ev
al

ua
tio

n 
re

su
lts

48
Fi

na
nc

ia
l a

na
ly

si
s

50
7

Th
e 

pa
th

 fo
rw

ar
d

51
Im

pl
em

en
ta

tio
n 

ro
ad

m
ap

52
Co

nc
lu

si
on

s
59

35



Ex
ec

ut
iv

e 
Su

m
m

ar
y

P
ag

e 
3

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
36



Ex
ec

ut
iv

e 
Su

m
m

ar
y

Th
e 

m
ob

ili
ty

 la
nd

sc
ap

e 
an

d 
pu

bl
ic

 tr
an

si
t c

us
to

m
er

 e
xp

ec
ta

tio
ns

 a
re

 ra
pi

dl
y 

sh
ift

in
g,

 w
hi

ch
 h

as
 b

ee
n 

ac
ce

le
ra

te
d 

by
 th

e 
gl

ob
al

 p
an

de
m

ic
 

an
d 

ad
va

nc
es

 in
 te

ch
no

lo
gy

.I
n 

re
sp

on
se

 to
 th

es
e 

ch
an

ge
s,

 D
RT

 h
as

 b
eg

un
 to

 e
xp

lo
re

 a
nd

 p
ilo

t a
n 

O
n 

D
em

an
d 

tr
an

si
t s

er
vi

ce
. T

o 
ad

va
nc

e 
th

is
 in

iti
at

iv
e,

 D
RT

 c
on

tr
ac

te
d 

EY
 to

 e
va

lu
at

e 
th

e 
cu

rr
en

t s
ta

te
 a

nd
 p

ro
vi

de
 fu

tu
re

 s
ta

te
 re

co
m

m
en

da
tio

ns
 fo

r 
a 

D
em

an
d 

Re
sp

on
si

ve
 

se
rv

ic
e 

m
od

el
. T

he
 fu

tu
re

 s
ta

te
 m

od
el

 a
nd

 re
co

m
m

en
da

tio
ns

 w
er

e 
ev

al
ua

te
d 

ag
ai

ns
t t

he
 fo

llo
w

in
g 

ac
co

un
ts

 u
nd

er
 E

Y’
s 

Tr
an

si
t E

va
lu

at
io

n 
Fr

am
ew

or
k:

 c
us

to
m

er
, e

qu
ity

, s
er

vi
ce

 p
ro

vi
de

r, 
fin

an
ci

al
, e

co
no

m
ic

 a
nd

 e
nv

iro
nm

en
ta

l. 
A

 s
er

ie
s 

of
 re

co
m

m
en

da
tio

ns
 w

er
e 

ge
ne

ra
te

d
fr

om
 th

is
 s

tu
dy

.

Key Recommendations

1
Fu

rt
he

r 
in

te
gr

at
e 

Sp
ec

ia
liz

ed
 a

nd
 O

n 
D

em
an

d 
se

rv
ic

es
 in

 c
om

pl
ia

nc
e 

w
ith

 A
O

D
A

, i
nc

lu
di

ng
 s

ch
ed

ul
in

g,
 b

oo
ki

ng
 a

nd
 

cu
st

om
er

 s
up

po
rt

2
Ex

am
in

e 
ex

is
tin

g 
w

or
kf

or
ce

 c
om

m
un

ic
at

io
n 

ch
an

ne
ls

 a
nd

 to
ol

s 
fo

r 
ef

fe
ct

iv
en

es
s,

 in
ve

st
 in

 c
ro

ss
-t

ra
in

in
g,

 a
nd

 
im

pl
em

en
t n

ew
 fe

ed
ba

ck
 m

ec
ha

ni
sm

s 
to

 d
ri

ve
 o

ng
oi

ng
 d

ia
lo

gu
e 

an
d 

im
pr

ov
em

en
ts

3 Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

4

Ca
re

fu
lly

 c
on

si
de

r 
an

d 
pl

an
 fo

r 
in

ve
st

m
en

ts
 in

 te
ch

no
lo

gi
es

 th
at

 e
na

bl
e 

CR
M

, w
or

kf
or

ce
 m

an
ag

em
en

t,
 a

nd
 a

na
ly

tic
s 

w
hi

le
 n

eg
ot

ia
tin

g 
fo

r 
be

tt
er

 a
cc

es
s 

to
 3

rd
-p

ar
ty

 d
at

a

4
En

ga
ge

 s
ta

ke
ho

ld
er

s 
to

 a
ss

es
s 

th
e 

pr
op

os
ed

 fu
tu

re
 s

ta
te

 m
od

el
 a

nd
 d

es
ig

n 
fo

r 
D

em
an

d 
Re

sp
on

si
ve

 tr
an

si
t a

nd
 a

llo
w

 
tim

e 
to

 im
pl

em
en

t e
du

ca
tio

na
l i

ni
tia

tiv
es

 a
lo

ng
si

de
 m

ar
ke

tin
g 

ca
m

pa
ig

ns
 a

nd
 re

br
an

di
ng

 e
ff

or
ts

5
Es

ta
bl

is
h 

a 
“O

ne
 D

RT
” 

st
ra

te
gy

 w
ith

 u
nd

er
ly

in
g 

ob
je

ct
iv

es
 a

nd
 K

PI
s,

 w
hi

le
 s

tr
en

gt
he

ni
ng

 c
ro

ss
-b

ou
n d

ar
y 

pa
rt

ne
r 

co
lla

bo
ra

tio
n 

an
d 

fu
rt

he
r 

em
be

dd
in

g 
so

ci
al

 e
qu

ity
 p

ri
nc

ip
le

s 
in

to
 d

el
iv

er
y

Th
e 

re
su

lts
 o

f t
hi

s 
st

ud
y 

co
nf

ir
m

 th
at

 D
RT

 s
ho

ul
d 

m
ov

e 
fo

rw
ar

d 
w

ith
 im

pl
em

en
tin

g 
an

 A
O

DA
 c

om
pl

ia
nt

 in
te

gr
at

ed
 D

em
an

d 
Re

sp
on

si
ve

 
se

rv
ic

e 
th

at
 is

 m
or

e 
sp

on
ta

ne
ou

s,
 e

qu
ita

bl
e,

 re
lia

bl
e,

 a
nd

 c
us

to
m

er
-f

oc
us

ed
.

37



Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

5

Se
ct

th
re

Pr
oj

ec
t o 

ve
rv

ie
w

 a
nd

  
ap

pr
oa

ch

38



Co
nt

ex
t a

nd
 o

bj
ec

tiv
es

Th
e 

sc
op

e 
of

 th
is

 s
tu

dy
 w

as
 to

 e
xa

m
in

e 
ho

w
 D

em
an

d 
Re

sp
on

si
ve

 s
er

vi
ce

s 
ar

e 
de

liv
er

ed
 to

da
y 

an
d 

to
 d

et
er

m
in

e 
ho

w
 th

ey
 

ca
n 

be
 o

pt
im

iz
ed

 g
oi

ng
 fo

rw
ar

d 
to

 d
el

iv
er

 a
 c

us
to

m
er

-c
en

tr
ic

, e
qu

ita
bl

e 
se

rv
ic

e

Se
pt

em
be

r 
20

21

Co
nt

ex
t

►
D

ur
ha

m
 R

eg
io

n 
Tr

an
si

t (
D

RT
) d

el
iv

er
s 

a 
fu

ll 
su

ite
 o

f t
ra

ns
it 

se
rv

ic
es

 a
cr

os
s 

D
ur

ha
m

 R
eg

io
n,

 in
cl

ud
in

g 
Sc

he
du

le
d,

 O
n 

D
em

an
d,

 
an

d 
Sp

ec
ia

liz
ed

 s
er

vi
ce

 o
ff

er
in

gs
►

In
 S

ep
te

m
be

r 
20

20
, D

RT
 s

uc
ce

ss
fu

lly
 la

un
ch

ed
 O

n 
D

em
an

d 
se

rv
ic

e,
 e

na
bl

ed
 b

y 
th

e 
Tr

an
si

t a
pp

 a
nd

 D
RT

 O
n 

D
em

an
d 

ap
p,

 
w

hi
ch

 to
ge

th
er

 p
ro

vi
de

 c
us

to
m

er
s 

w
ith

 tr
ip

 p
la

nn
in

g 
an

d 
re

al
-t

im
e 

bo
ok

in
g 

in
fo

rm
at

io
n 

ab
ou

t o
n-

de
m

an
d 

ri
de

s 
av

ai
la

bl
e 

in
 

th
ei

r 
ar

ea
►

In
 la

un
ch

in
g 

th
is

 n
ew

 s
er

vi
ce

, D
RT

 a
ff

ir
m

ed
 th

e 
ob

je
ct

iv
e 

of
 O

n 
D

em
an

d 
se

rv
ic

e 
an

d 
Sp

ec
ia

liz
ed

 s
er

vi
ce

 a
re

 s
im

ila
r 

in
 th

at
 

th
ey

 p
ro

vi
de

 fl
ex

ib
le

, p
er

so
na

l s
er

vi
ce

, y
et

 th
er

e 
ar

e 
op

po
rt

un
iti

es
 to

 im
pr

ov
e 

cu
st

om
er

 s
er

vi
ce

 in
 h

ow
 th

ey
 a

re
 d

el
iv

er
ed

►
D

RT
 th

er
ef

or
e 

ha
s 

in
iti

at
ed

 th
is

st
ud

y
to

 e
xa

m
in

e 
w

ha
t t

he
 o

pt
im

al
 D

em
an

d 
Re

sp
on

si
ve

 s
er

vi
ce

 d
el

iv
er

y 
m

od
el

 is
 fo

r 
O

n 
D

em
an

d 
an

d 
Sp

ec
ia

liz
ed

 s
er

vi
ce

 to
 p

ro
vi

de
 e

qu
ita

bl
e,

 c
us

to
m

er
-c

en
tr

ic
, a

nd
 s

po
nt

an
eo

us
 tr

av
el

 to
 c

us
to

m
er

s 
of

 a
ll 

ab
ili

tie
s

St
ud

y 
O

bj
ec

ti
ve

s

►
Th

e 
pr

im
ar

y 
ob

je
ct

iv
e 

of
 th

is
 s

tu
dy

 is
 to

 in
fo

rm
 h

ow
 D

RT
 c

an
 c

on
tin

ue
 to

 im
pr

ov
e 

th
e 

qu
al

ity
 o

f s
er

vi
ce

 d
el

iv
er

ed
 to

 c
us

to
m

er
s 

(c
ur

re
nt

 a
nd

 p
ot

en
tia

l) 
an

d 
va

lu
e 

to
 th

e 
Re

gi
on

 b
y 

op
tim

iz
in

g 
ho

w
 D

em
an

d 
Re

sp
on

si
ve

 s
er

vi
ce

 is
 d

el
iv

er
ed

►
Th

is
 s

tu
dy

 w
ill

 e
xa

m
in

e 
w

ha
t i

s 
w

or
ki

ng
 w

el
l a

nd
 w

he
re

 th
er

e 
ar

e 
op

po
rt

un
iti

es
 to

 im
pr

ov
e 

se
rv

ic
e 

de
liv

er
y 

ag
ai

ns
t t

he
 

ba
ck

dr
op

 o
f a

 re
vi

ew
 o

f j
ur

is
di

ct
io

na
l c

om
pa

ra
to

rs
, l

ea
di

ng
 p

ra
ct

ic
e,

 a
nd

 a
na

ly
si

s 
of

 D
ur

ha
m

 R
eg

io
n 

cu
st

om
er

s
►

It 
w

ill
 in

cl
ud

e 
re

co
m

m
en

da
tio

ns
 th

at
 h

ig
hl

ig
ht

 o
pp

or
tu

ni
tie

s 
to

 im
pr

ov
e 

eq
ui

ty
, a

cc
es

si
bi

lit
y,

 c
us

to
m

er
 e

xp
er

ie
nc

e
an

d 
op

er
at

io
na

l e
ff

ic
ie

nc
y,

 in
cl

ud
in

g 
a 

pr
op

os
ed

 fu
tu

re
 s

ta
te

 s
er

vi
ce

 d
el

iv
er

y 
m

od
el

 a
nd

 a
nt

ic
ip

at
ed

 c
ha

ng
e 

im
pa

ct
s

►
To

 a
ss

es
s 

th
e 

be
ne

fit
s 

an
d 

vi
ab

ili
ty

 o
f t

he
 p

ro
po

se
d 

m
od

el
, i

t w
ill

 b
e 

as
se

ss
ed

 a
ga

in
st

 a
n 

EY
 T

ra
ns

it 
Ev

al
ua

tio
n 

Fr
am

ew
or

k 
vi

a 
cu

st
om

er
, e

qu
ity

, s
er

vi
ce

 d
el

iv
er

y,
 fi

na
nc

ia
l, 

ec
on

om
ic

, a
nd

 e
nv

iro
nm

en
ta

l l
en

se
s

►
A

n 
im

pl
em

en
ta

tio
n 

ro
ad

m
ap

 w
ill

 a
rt

ic
ul

at
e 

th
e 

ta
ct

ic
al

 s
te

ps
 re

co
m

m
en

de
d 

to
 tr

an
si

tio
n 

to
 a

 m
or

e 
op

tim
iz

ed
 m

od
el

D
R

T 
D

em
an

d 
R

es
po

ns
iv

e 
Tr

an
si

t 
St

ud
y

P
ag

e 
6

39



A
pp

ro
ac

h 
to

 c
on

du
ct

in
g 

th
is

 s
tu

dy
Th

e 
re

co
m

m
en

de
d 

fu
tu

re
 s

ta
te

 s
er

vi
ce

 d
el

iv
er

y 
m

od
el

 w
as

 in
fo

rm
ed

, d
ev

el
op

ed
, t

es
te

d,
 a

nd
 v

al
id

at
ed

 u
nd

er
 th

is
 a

pp
ro

ac
h

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

7

R
ev

ie
w

ed
 d

oc
um

en
ta

ti
on

 p
ro

vi
de

d 
by

 D
ur

ha
m

 R
eg

io
n 

Tr
an

si
t 

an
d 

th
e 

R
eg

io
n 

of
 D

ur
ha

m
, i

nc
lu

di
ng

 (b
ut

 n
ot

 li
m

it
ed

 t
o)

:
D

oc
um

en
ta

ti
on

 
►

Th
e 

Tr
an

si
t B

y-
la

w
, S

ec
tio

n 
IV

 o
f t

he
 A

cc
es

si
bi

lit
y 

fo
r 

O
nt

ar
ia

ns
 w

ith
 D

is
ab

ili
tie

s 
A

ct
 (A

O
D

A
) a

nd
 p

ol
ic

y 
lis

tin
g

R
ev

ie
w

►
D

RT
 O

rg
an

iz
at

io
na

l c
ha

rt
, t

op
-li

ne
 b

ud
ge

t f
ig

ur
es

, a
nd

 r
ec

en
t 

re
po

rt
s 

to
 T

ra
ns

it 
Ex

ec
ut

iv
e 

Co
m

m
itt

ee
 (T

EC
)

►
O

n 
D

em
an

d 
tr

an
si

t p
ilo

t r
es

ul
ts

, c
us

to
m

er
 fe

ed
ba

ck
, a

nd
 v

ar
io

us
 D

ur
ha

m
 R

eg
io

n 
st

ra
te

gi
c 

ac
tio

n 
pl

an
s

►
Co

nd
uc

te
d 

13
 in

te
rv

ie
w

s 
to

 d
ir

ec
tly

 e
ng

ag
e 

an
d 

ga
th

er
 in

pu
t f

ro
m

 1
8 

st
ak

eh
ol

de
rs

 fr
om

 a
cr

os
s 

D
RT

 a
nd

 th
e 

Re
gi

on
Cu

rr
en

t 
st

at
e 

►
Pe

rf
or

m
ed

 a
 c

us
to

m
er

 a
na

ly
si

s 
us

in
g 

va
ri

ou
s 

D
RT

, g
ov

er
nm

en
t,

 a
nd

 3
rd

-p
ar

ty
 s

ou
rc

es
 to

 a
ss

es
s 

re
gi

on
al

 
as

se
ss

m
en

t
de

m
og

ra
ph

ic
s,

 u
nd

er
st

an
d 

O
n 

D
em

an
d 

ri
de

rs
hi

p,
 a

nd
 h

ig
hl

ig
ht

 im
po

rt
an

t e
qu

ity
 c

on
si

de
ra

tio
ns

►
Co

m
pa

re
d 

D
RT

 D
em

an
d 

Re
sp

on
si

ve
 p

ra
ct

ic
es

 w
ith

 th
os

e 
of

 p
ee

r 
co

m
pa

ra
to

rs
 a

cr
os

s 
Ca

na
da

 a
nd

 a
ro

un
d 

th
e 

w
or

ld

►
Fo

rm
ul

at
ed

 a
 s

et
 o

f d
es

ig
n 

pr
in

ci
pl

es
 th

at
 w

er
e 

pr
io

ri
tiz

ed
 b

y 
D

RT
 s

ta
ff

 a
nd

 le
ad

er
sh

ip
, a

nd
 u

se
d 

to
 s

ha
pe

 th
e 

de
si

gn
 

Fu
tu

re
 s

ta
te

 
of

 a
 fu

tu
re

 s
ta

te
 s

er
vi

ce
 d

el
iv

er
y 

m
od

el
 fo

r 
D

em
an

d 
Re

sp
on

si
ve

 tr
an

si
t

de
si

gn
►

D
ev

el
op

ed
 r

ec
om

m
en

da
tio

ns
 a

nd
 ta

ct
ic

al
 im

pl
em

en
ta

tio
n 

ac
tio

ns
 to

 a
dd

re
ss

 c
ur

re
nt

 s
ta

te
 fi

nd
in

gs
►

D
et

ai
le

d 
th

e 
pr

op
os

ed
 m

od
el

 a
nd

 r
ec

om
m

en
da

tio
ns

 w
ith

 in
pu

t f
ro

m
 tw

o 
w

or
ks

ho
ps

 w
ith

 s
ta

ff
 a

nd
 le

ad
er

sh
ip

►
Ta

ilo
re

d 
th

e 
EY

 T
ra

ns
it 

Ev
al

ua
tio

n 
Fr

am
ew

or
k 

to
 s

tr
uc

tu
re

d 
an

al
ys

is
 o

f t
he

 p
ro

po
se

d 
fu

tu
re

 s
ta

te
 s

er
vi

ce
 d

el
iv

er
y 

Ev
al

ua
ti

on
 a

nd
 

m
od

el
 a

cr
os

s 
si

x 
ac

co
un

ts
: f

in
an

ci
al

, t
ra

ns
it 

us
er

, e
qu

ity
, e

co
no

m
ic

, s
er

vi
ce

 p
ro

vi
de

r,
 a

nd
 e

nv
ir

on
m

en
ta

l l
en

se
s

co
ns

id
er

at
io

ns
►

Co
nd

uc
te

d 
fin

an
ci

al
 m

od
el

lin
g 

to
 e

st
im

at
e 

th
e 

po
te

nt
ia

l c
os

t /
 s

av
in

gs
 o

f t
ra

ns
iti

on
in

g 
to

 th
e 

fu
tu

re
 s

ta
te

 m
od

el
►

A
na

ly
ze

d 
an

d 
do

cu
m

en
te

d 
th

e 
to

p 
or

ga
ni

za
tio

na
l a

nd
 c

us
to

m
er

 c
ha

ng
e 

im
pa

ct
s 

an
tic

ip
at

ed
 b

y 
th

e 
tr

an
si

tio
n

►
D

is
cu

ss
ed

 c
ur

re
nt

 D
RT

 p
ri

or
ity

 in
iti

at
iv

es
 a

nd
 ta

rg
et

 t
im

el
in

es
 (e

.g
. p

ro
cu

re
m

en
t 

of
 v

eh
ic

le
 o

pe
ra

to
r 

se
rv

ic
es

)
Im

pl
em

en
ta

ti
on

 
►

D
et

er
m

in
ed

 t
he

 m
aj

or
 w

or
k 

pa
ck

ag
es

 r
eq

ui
re

d 
to

 im
pl

em
en

t 
fu

tu
re

 s
ta

te
 r

ec
om

m
en

da
tio

ns
 a

nd
 m

od
el

pl
an

ni
ng

►
A

rt
ic

ul
at

ed
 th

e 
ke

y 
m

ile
st

on
es

, h
ig

h-
le

ve
l a

ct
iv

iti
es

, e
st

im
at

ed
 d

ur
at

io
ns

, a
nd

 p
ot

en
tia

l d
ep

en
de

nc
ie

s 
as

 p
ar

t o
f a

n 
im

pl
em

en
ta

tio
n 

ro
ad

m
ap

 fo
r 

co
ns

id
er

at
io

n 
by

 D
RT

 le
ad

er
sh

ip

40



Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

8Cu
rr

en
t s

ta
te

 a
ss

es
sm

en
t

41



O
ve

rv
ie

w
 o

f c
ur

re
nt

 s
ta

te
 fi

nd
in

gs
W

hi
le

 m
aj

or
 p

ro
gr

es
s 

ha
s 

be
en

 m
ad

e 
in

 o
ff

er
in

g 
an

 O
n 

D
em

an
d 

se
rv

ic
e,

 th
er

e 
ar

e 
fiv

e 
ke

y 
ar

ea
s 

of
 o

pp
or

tu
ni

ty
 fo

r 
D

RT
 in

 m
ov

in
g 

to
 a

n 
in

te
gr

at
ed

 D
em

an
d 

Re
sp

on
si

ve
 S

er
vi

ce

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

9

THEME

1
2

3
4

5
Se

rv
ic

e 
D

el
iv

er
y 

&
 

O
pe

ra
ti

on
s

C
ul

tu
re

 &
 

C
ol

la
bo

ra
ti

on
Te

ch
no

lo
gy

 &
 

A
na

ly
ti

cs
Ex

te
rn

al
 C

om
m

s 
&

 
Ed

uc
at

io
n

St
ra

te
gy

 &
 K

ey
 

P
ar

tn
er

sh
ip

s

“W
ha

t s
er

vi
c e

s 
w

e 
pr

ov
id

e 
an

d 
ho

w
 w

e 
de

liv
er

 th
em

”
“H

ow
 w

e 
w

or
k 

to
ge

th
er

 to
 d

el
iv

er
 

cu
st

om
er

-c
en

tr
ic

 s
er

vi
ce

”
“W

ha
t t

oo
ls

 e
na

bl
e 

ou
r 

w
or

k 
an

d 
un

de
rs

ta
nd

in
g 

of
 c

us
to

m
er

s”
“H

ow
 w

e 
m

ea
ni

ng
fu

lly
 c

on
ne

ct
 

w
ith

 e
xt

er
na

l s
ta

ke
ho

ld
er

s”
“H

ow
 w

e 
po

si
tio

n 
an

d 
en

ab
le

 
ou

r 
se

rv
ic

es
 to

 d
el

iv
er

 v
al

ue
”

RECENT 
PROGRESS

D
RT

 p
ro

vi
de

s 
10

0%
 s

er
vi

ce
 

co
ve

ra
ge

, i
s 

la
un

ch
in

g 
24

/7
 

se
rv

ic
e 

in
 th

e 
Fa

ll,
 o

w
ns

 a
 

fu
lly

 a
cc

es
si

bl
e 

fle
et

, a
nd

 
co

nt
in

ue
s 

to
 s

ee
 in

cr
ea

se
s 

in
 

bo
th

 s
er

vi
ce

 d
em

an
d 

an
d 

us
e 

of
 P

RE
ST

O
 c

ar
d 

pa
ym

en
t.

D
RT

 h
as

 a
 r

ic
h 

tr
an

si
t h

is
to

ry
, 

a 
co

m
pl

em
en

ta
ry

 m
ix

 o
f n

ew
 

an
d 

te
nu

re
d 

st
af

f,
 a

nd
 c

ul
tu

re
 

th
at

 p
ri

or
iti

ze
s 

qu
al

ity
 

cu
st

om
er

 s
er

vi
ce

, i
nn

ov
at

iv
e 

ap
pr

oa
ch

es
, a

nd
 a

 d
es

ir
e 

to
 b

e 
a 

le
ad

er
 in

 p
ub

lic
 tr

an
si

t.

D
RT

 w
as

 a
m

on
g 

th
e 

fir
st

 to
 

de
pl

oy
 a

n 
in

te
gr

at
ed

 a
pp

 fo
r 

di
gi

ta
l t

ri
p 

pl
an

ni
ng

 a
nd

 
bo

ok
in

g 
th

at
 in

cl
ud

es
 D

em
an

d 
Re

sp
on

si
ve

 s
er

vi
ce

, a
nd

 is
 

lo
ok

in
g 

fo
r 

op
po

rt
un

iti
es

 to
 ta

p 
in

to
 b

et
te

r 
cu

st
om

er
 in

si
gh

ts
.

D
RT

 p
ro

vi
de

s 
m

ul
tip

le
 a

ve
nu

es
 

fo
r 

cu
st

om
er

s 
to

 le
ar

n 
ab

ou
t 

an
d 

bo
ok

 O
n 

D
em

an
d 

se
rv

ic
e,

 
de

sp
ite

 li
m

ita
tio

ns
 r

el
at

ed
 to

 
te

ch
, r

ur
al

 a
cc

es
s 

to
 

br
oa

db
an

d,
 a

nd
 e

ng
ag

em
en

t 
du

ri
ng

 th
e 

pa
nd

em
ic

.

D
RT

 e
nv

is
io

ns
 s

po
nt

an
eo

us
 

tr
av

el
 to

 c
us

to
m

er
s 

of
 a

ll 
ab

ili
tie

s,
 h

as
 e

st
ab

lis
he

d 
so

ci
al

 
eq

ui
ty

 p
ri

nc
ip

le
s,

 a
nd

 fo
rg

ed
 

re
la

tio
ns

hi
ps

 w
ith

 v
ar

io
us

 
or

ga
ni

za
tio

ns
 a

nd
 a

dv
oc

ac
y 

gr
ou

ps
. 

 KEY CURRENT
STATE FIDINGS

Fo
r 

a 
m

or
e 

se
am

le
ss

,
in

cl
us

iv
e 

cu
st

om
er

 
ex

pe
ri

en
ce

, D
RT

 c
an

 e
xt

en
d 

ex
is

tin
g 

bo
ok

in
g 

an
d 

sc
he

du
lin

g 
ca

pa
bi

lit
ie

s 
to

 
cu

rr
en

t c
us

to
m

er
s 

of
 

Sp
ec

ia
liz

ed
 s

er
vi

ce
.

To
 in

cr
ea

se
 s

er
vi

ce
 q

ua
lit

y,
 

D
RT

 w
ou

ld
 b

en
ef

it 
fr

om
 

bu
ild

in
g 

co
nt

ra
ct

 m
an

ag
em

en
t 

sk
ill

s 
an

d 
ca

pa
ci

ty
 to

 b
et

te
r 

gu
id

e 
3rd

-p
ar

ty
 o

pe
ra

to
rs

.

M
or

e 
ef

fe
ct

iv
e,

 tw
o-

w
ay

 
ch

an
ne

ls
 o

f c
om

m
un

ic
at

io
n 

an
d 

fe
ed

ba
ck

 a
re

 n
ee

de
d 

to
 

en
ha

nc
e 

co
or

di
na

tio
n 

an
d 

co
ns

is
te

nc
y 

of
 h

ow
 D

RT
 s

er
vi

ce
 

of
fe

ri
ng

s 
ar

e 
m

es
sa

ge
d 

an
d 

un
de

rs
to

od
. 

D
es

pi
te

 r
ec

en
t o

rg
an

iz
at

io
na

l 
ch

an
ge

s,
 th

er
e 

co
nt

in
ue

s 
to

 b
e 

va
lu

e 
in

 b
re

ak
in

g 
do

w
n 

si
lo

es
, 

cr
os

s-
tr

ai
ni

ng
, a

nd
 k

no
w

le
dg

e 
sh

ar
in

g 
ac

ro
ss

 th
e 

bu
si

ne
ss

.

Th
er

e 
ar

e 
lim

ita
tio

ns
 to

th
e 

qu
al

i ty
 o

f c
us

to
m

er
, 

fin
an

ci
al

, a
nd

 o
pe

ra
tio

na
l d

at
a 

th
at

 c
an

 b
e 

ex
tr

ac
te

d 
fr

om
 

D
RT

’s
 e

xi
st

in
g 

su
ite

 o
f 

te
ch

no
lo

gy
 t

oo
ls

 a
nd

 
so

lu
tio

ns
, w

hi
ch

 r
es

ul
t i

n 
si

gn
ifi

ca
nt

 m
an

ua
l e

ff
or

t t
o 

de
ri

ve
 m

ea
ni

ng
fu

l i
ns

ig
ht

s.

3rd
-p

ar
ty

 d
at

a 
is

 la
rg

el
y 

tr
an

sa
ct

io
na

l a
nd

 m
an

ua
lly

 
co

m
pi

le
d,

 a
na

ly
ze

d 
an

d 
re

po
rt

ed
 o

n.

In
cr

ea
se

d 
pu

bl
ic

 a
nd

 
ta

rg
et

ed
 e

n g
ag

em
en

t 
is

 
ne

ed
ed

 to
 in

fo
rm

 th
e 

de
si

gn
 

of
 a

 s
ea

m
le

ss
ly

 in
te

gr
at

ed
, 

in
cl

us
iv

e 
D

em
an

d 
Re

sp
on

si
ve

 
se

rv
ic

e 
of

fe
ri

ng
.

W
hi

le
 D

RT
 p

la
ns

 to
 r

ef
re

sh
 

br
an

di
ng

 a
t t

he
 s

am
e 

tim
e,

 a
 

re
la

tiv
el

y 
la

rg
er

 e
ff

or
t w

ill
 

ne
ed

 to
 b

e 
ex

pe
nd

ed
 o

n 
ed

uc
at

in
g 

be
ne

fic
ia

ri
es

 o
f t

he
 

se
rv

ic
e 

on
 th

e 
ne

w
 o

ff
er

in
g.

Fu
rt

he
r 

w
or

k 
ca

n 
be

 
do

ne
 to

 a
rt

ic
ul

at
e 

th
e 

vi
si

on
 

an
d 

st
ra

te
gi

c 
ob

je
ct

iv
es

 fo
r 

th
e 

fu
tu

re
 o

f D
em

an
d 

Re
sp

on
si

ve
 

tr
an

si
t,

 in
cl

ud
in

g 
w

ha
t s

pe
ci

fic
 

in
iti

at
iv

es
 a

nd
 K

PI
s 

sh
ou

ld
 b

e 
us

ed
 to

 m
ea

su
re

 th
e 

su
cc

es
s 

of
 th

e 
se

rv
ic

e 
fo

r 
bo

th
 D

RT
 a

nd
 

ke
y 

pa
rt

ne
rs

.

42



Cu
rr

en
t 

st
at

e 
fin

di
ng

s 
|S

er
vi

ce
 d

el
iv

er
y 

an
d 

op
er

at
io

ns

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y

W
ha

t w
e 

he
ar

d

P
ag

e 
10

“I
nc

re
as

e 
op

er
at

io
na

l 
ef

fic
ie

nc
y 

an
d 

th
e 

eq
ui

ty
 o

f t
he

 s
er

vi
ce

 
w

ill
 fo

llo
w

”

“B
oo

ki
ng

 tr
ip

s 
in

 
ad

va
nc

e 
ne

ed
s 

to
 

ba
la

nc
e 

el
em

en
ts

 
of

 fl
ex

ib
ili

ty
, 

re
lia

bi
lit

y 
an

d 
sp

on
ta

ne
ity

”

“P
ro

ce
ss

es
 a

nd
 p

ol
ic

ie
s 

fo
r 

O
n 

D
e m

an
d 

ne
ed

 to
 

be
 u

pd
at

ed
 to

 r
ef

le
ct

 
w

ha
t h

as
 b

ee
n 

le
ar

ne
d”

Ke
y 

ob
se

r v
at

io
ns

55
%

IN
C

R
EA

SE
 IN

 D
A

IL
Y

 O
N

 
D

EM
A

N
D

 B
O

O
K

IN
G

 A
G

EN
T 

C
A

LL
S

FU
LL

Y
A

C
C

ES
SI

B
LE

 F
LE

ET
 O

F 
D

R
T 

O
W

N
ED

 V
EH

IC
LE

S

10
0%

SE
R

V
IC

E 
C

O
V

ER
A

G
E 

IN
 

D
U

R
H

A
M

 R
EG

IO
N

15
-2

5%
C

A
N

C
EL

LA
TI

O
N

 R
A

TE
 F

O
R

 
P

R
E-

B
O

O
K

IN
G

 7
 D

A
Y

S 
IN

 
A

D
V

A
N

C
E 

FO
R

 S
P

EC
IA

LI
Z

ED

C
1.

1 
Th

e 
pr

oc
es

s 
an

d 
op

ti
on

s 
av

ai
la

bl
e 

fo
r 

sc
he

du
lin

g 
an

d 
bo

ok
in

g 
sp

on
ta

ne
ou

s 
tr

ip
s 

is
 d

iff
er

en
t 

de
pe

nd
in

g 
on

 t
he

 c
us

to
m

er
’s

 t
ra

ve
l a

bi
lit

y.
W

hi
le

 O
n 

D
em

an
d 

cu
st

om
er

s 
ca

n 
bo

ok
 a

 tr
ip

 in
 r

ea
l-t

im
e,

 c
ur

re
nt

 c
us

to
m

er
s 

of
 S

pe
ci

al
iz

ed
 S

er
vi

ce
 m

us
t 

bo
ok

 th
ei

r 
tr

ip
 a

t l
ea

st
 o

ne
 d

ay
 in

 a
dv

an
ce

. T
he

 c
ur

re
nt

 O
n 

D
em

an
d 

se
rv

ic
e 

us
es

 a
 1

5-
45

 m
in

ut
e 

pi
ck

 u
p 

w
in

do
w

 w
ith

 a
n 

ab
ili

ty
 to

 s
ee

 in
 r

ea
l-t

im
e 

w
he

re
 th

e 
ve

hi
cl

e 
is

 o
n 

its
 w

ay
; h

ow
ev

er
, S

pe
ci

al
iz

ed
 s

er
vi

ce
 

ri
de

rs
 h

av
e 

lim
ite

d 
ac

ce
ss

 t
o 

on
lin

e 
bo

ok
in

g 
an

d 
st

af
f m

us
t m

an
ua

lly
 b

oo
k 

tr
ip

s 
in

 th
e 

ba
ck

-e
nd

. 
Cu

st
om

er
s 

of
 th

e 
Sp

ec
ia

liz
ed

 s
er

vi
ce

 a
re

 p
en

al
iz

ed
 fo

r 
“n

o-
sh

ow
s”

 w
he

re
by

 th
ei

r 
ab

ili
ty

 to
 b

oo
k 

a 
tr

ip
 is

 
su

sp
en

de
d 

af
te

r 
a 

ce
rt

ai
n 

nu
m

be
r 

of
 p

oi
nt

s 
ac

cu
m

ul
at

e 
w

he
n 

tr
ip

 c
an

ce
lla

tio
ns

 a
re

 m
ad

e 
le

ss
 th

an
 fo

ur
 

ho
ur

s 
be

fo
re

 th
e 

tim
e 

of
 th

ei
r 

tr
ip

.

C
1.

2 
C

ur
re

nt
 c

on
tr

ac
ts

 w
it

h 
3rd

-p
ar

ty
 o

pe
ra

to
rs

 d
o 

no
t 

ha
ve

 c
le

ar
 p

er
fo

rm
an

ce
 

st
an

da
rd

s 
an

d 
m

et
ri

cs
 t

o 
dr

iv
e 

a 
co

ns
is

te
nt

, d
es

ir
ed

 c
us

to
m

er
 e

xp
er

ie
nc

e.
M

an
y 

cu
st

om
er

 c
om

pl
ai

nt
s 

or
ig

in
at

e 
w

he
n 

an
 O

n 
D

em
an

d 
cu

st
om

er
 is

 b
ei

ng
 s

er
ve

d 
by

 a
 3

rd
-p

ar
ty

op
er

at
or

. I
n 

20
21

, 3
rd

-p
ar

ty
 o

pe
ra

to
rs

 w
er

e 
17

% 
m

or
e 

lik
el

y 
to

 in
cu

r 
a 

co
m

pl
ai

nt
 th

an
 D

RT
 o

pe
ra

to
rs

. 
Th

is
 o

ft
en

 o
cc

ur
s 

w
he

n 
th

e 
cu

st
om

er
 r

eq
ui

re
s 

sp
ec

ifi
c 

su
pp

or
t t

he
 o

pe
ra

to
r 

m
ay

 n
ot

 b
e 

tr
ai

ne
d 

to
 

pr
ov

id
e 

(e
.g

. a
ss

is
ta

nc
e 

en
te

ri
ng

/e
xi

tin
g 

a 
ve

hi
cl

e)
. E

xi
st

in
g 

co
nt

ra
ct

s 
fo

r 
th

es
e 

op
er

at
or

s 
do

 n
ot

 
ap

pe
ar

 to
 s

pe
ci

fy
 p

er
fo

rm
an

ce
 s

ta
nd

ar
ds

 in
 d

et
ai

l, 
an

d 
tr

ai
ni

ng
 fo

r 
3rd

- p
ar

ty
 o

pe
ra

to
rs

 is
 n

ot
 y

et
 

av
ai

la
bl

e.
 M

or
eo

ve
r,

 c
ap

ac
ity

 fo
r 

se
rv

ic
e 

qu
al

ity
 in

sp
ec

tio
ns

 is
 li

m
ite

d

C
1.

3 
Th

er
e 

ar
e 

op
po

rt
un

it
ie

s 
to

 im
pr

ov
e 

th
e 

ac
ce

ss
ib

ili
ty

 o
f p

hy
si

ca
l i

nf
ra

st
ru

ct
ur

e 
(e

.g
. H

ub
 s

to
ps

, s
he

lt
er

s 
an

d 
pl

ac
es

 o
f d

ro
p-

of
f/

pi
ck

-u
p)

.
H

ub
 /

 in
te

gr
at

ed
 s

to
ps

 a
re

 im
po

rt
an

t t
ra

ns
fe

r 
po

in
ts

 b
et

w
ee

n 
se

rv
ic

es
; h

ow
ev

er
 th

er
e 

ar
e 

fe
w

 a
cr

os
s 

th
e 

ne
tw

or
k.

 D
es

pi
te

 m
aj

or
 in

ve
st

m
en

ts
, s

om
e 

bu
s 

st
op

s 
re

m
ai

n 
to

 b
e 

‘is
la

nd
s’

 a
nd

 r
eq

ui
re

 in
vo

lv
em

en
t 

of
 p

ar
tn

er
s 

to
 im

pr
ov

e.
 A

va
ila

bi
lit

y 
of

 c
ar

 s
ea

ts
 a

nd
 b

ik
e 

ra
ck

s 
on

 s
m

al
le

r 
ve

hi
cl

es
 r

ep
re

se
nt

 o
th

er
 

cu
rr

en
t b

ar
ri

er
s 

to
 fi

rs
t m

ile
 /

 la
st

 m
ile

 m
ob

ili
ty

 e
xp

er
ie

nc
e.

 

Fo
r 

a 
m

or
e 

se
am

le
ss

, i
nc

lu
si

ve
 c

us
to

m
er

 e
xp

er
ie

nc
e,

 D
R

T 
ca

n 
ex

te
nd

 e
xi

st
in

g 
bo

ok
in

g 
an

d 
sc

he
du

lin
g 

ca
pa

bi
lit

ie
s 

to
 c

ur
re

nt
 c

us
to

m
er

s 
of

 S
pe

ci
al

iz
ed

 
se

rv
ic

e.
 T

o 
in

cr
ea

se
 s

er
vi

ce
 q

ua
lit

y,
 D

R
T 

w
ou

ld
 b

en
ef

it
 fr

om
 b

ui
ld

in
g 

co
nt

ra
ct

 m
an

ag
em

en
t 

pr
ac

ti
ce

s 
an

d 
ca

pa
ci

ty
 t

o 
be

tt
er

 g
ui

de
3rd

-p
ar

ty
 o

pe
ra

to
rs

.

43



Cu
rr

en
t 

st
at

e 
fin

di
ng

s 
|C

ul
tu

re
 a

nd
 c

ol
la

bo
ra

tio
n

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

11

W
ha

t w
e 

he
ar

d

“C
om

pl
ex

iti
es

 d
ri

ve
 

se
rv

ic
e 

si
lo

es
: c

ul
tu

re
, 

la
bo

ur
 r

el
at

io
ns

, 
ta

rg
et

 p
op

ul
at

io
ns

, 
an

d 
m

or
e”

“S
er

vi
ce

 d
es

ig
n 

do
es

 n
ot

 s
ee

m
 

in
te

re
st

ed
 in

 
in

si
gh

ts
 fr

om
 

cu
st

om
er

 s
er

vi
ce

”

“D
RT

 n
ee

ds
 to

 
sh

ow
 r

es
po

ns
ib

ili
ty

 
fo

r 
3rd

-p
ar

ty
 

co
nt

ra
ct

or
s 

an
d 

th
e 

se
rv

ic
e 

th
ey

 
pr

ov
id

e”

Ke
y 

o b
se

rv
at

io
ns

O
N

 D
E57

%
M

A
N

D
 T

R
IP

S 
P

R
O

V
ID

ED
 B

Y
 

C
O

N
TR

A
C

TO
R

 /
 T

A
X

I

55
%

IN
C

R
EA

SE
 IN

 D
A

IL
Y

 O
N

 
D

EM
A

N
D

 B
O

O
K

IN
G

 A
G

EN
T 

C
A

LL
S

C
2.

1 
A

 c
om

bi
na

ti
on

 o
f r

em
ot

e 
w

or
ki

ng
 a

nd
 s

pe
ed

 o
f r

ol
l-o

ut
 o

f O
n 

D
em

an
d 

se
rv

ic
e 

ha
s 

re
su

lt
ed

 in
 a

n 
ap

pe
ti

te
 fo

r 
m

or
e 

co
lla

bo
ra

ti
on

 a
nd

 t
ra

in
in

g.
A

cr
os

s 
di

vi
si

on
al

 te
am

s,
 th

e 
ne

ed
 fo

r 
re

fr
es

he
d 

tr
ai

ni
ng

 o
n 

cu
rr

en
t s

er
vi

ce
 o

ff
er

in
gs

 (O
n 

D
em

an
d 

an
d 

Sp
ec

ia
liz

ed
 s

er
vi

ce
),

 s
uc

ce
ss

io
n 

pl
an

ni
ng

, a
nd

 c
ro

ss
-t

ra
in

in
g 

w
as

 h
ig

hl
ig

ht
ed

 a
s 

a 
ke

y 
op

po
rt

un
ity

, 
al

on
g 

w
ith

 m
or

e 
le

ad
 ti

m
e 

on
 c

as
ca

di
ng

 s
er

vi
ce

 c
ha

ng
es

 fr
om

 in
te

rn
al

 to
 e

xt
er

na
l s

ta
ke

ho
ld

er
s.

 
Cu

st
om

er
 s

er
vi

ce
 a

nd
 s

er
vi

ce
 d

es
ig

n 
te

am
s 

al
so

 e
xp

re
ss

ed
 a

 d
es

ir
e 

fo
r 

m
or

e 
re

gu
la

r 
co

lla
bo

ra
tio

n 
an

d 
kn

ow
le

dg
e 

sh
ar

in
g,

 w
hi

ch
 b

ot
h 

te
am

s 
ag

re
e 

w
ou

ld
 h

el
p 

to
 b

et
te

r 
m

an
ag

e 
cu

st
om

er
 e

xp
ec

ta
tio

ns
. 

C
2.

2 
Le

ga
cy

 w
ay

s 
of

 w
or

ki
ng

 a
nd

 s
tr

uc
tu

re
 a

re
 d

ri
vi

ng
 a

 r
el

at
iv

el
y 

si
lo

ed
 a

pp
ro

ac
h 

to
 C

on
ve

nt
io

na
l, 

Sp
ec

ia
liz

ed
 a

nd
 O

n 
D

em
an

d 
se

rv
ic

e 
an

d 
re

du
ci

ng
 o

rg
an

iz
at

io
na

l 
ag

ili
ty

.
In

te
rn

al
 p

ro
ce

ss
es

, p
ol

ic
ie

s,
 a

nd
 c

om
m

on
 d

ef
in

iti
on

s 
of

 w
ha

t c
us

to
m

er
 s

er
vi

ce
 s

ho
ul

d 
‘lo

ok
 li

ke
’ f

or
 

ea
ch

 fu
nc

tio
n 

ar
e 

st
ill

 c
at

ch
in

g 
up

 to
 th

e 
ev

ol
ut

io
n 

of
 b

us
in

es
s 

ne
ed

s 
an

d 
se

rv
ic

e 
of

fe
ri

ng
s 

w
hi

ch
 

ca
rr

y 
w

ith
 th

em
 a

 r
ic

h 
hi

st
or

y 
an

d 
m

at
ur

e 
co

lle
ct

iv
e 

ag
re

em
en

t.
 T

hi
s 

ha
s 

le
d 

to
 v

ar
ia

tio
ns

 in
 

cu
st

om
er

 s
er

vi
ce

 a
pp

ro
ac

he
s,

 s
ilo

ed
 s

er
vi

ce
 d

el
iv

er
y,

 a
nd

 a
 te

nd
en

cy
 b

y 
so

m
e 

to
 “

re
ve

rt
 b

ac
k 

to
 

w
ha

t t
he

y 
kn

ow
.”

 

C
2.

3 
3rd

-p
ar

ty
 c

on
tr

ac
to

rs
 w

ho
 d

el
iv

er
 a

 c
om

po
ne

nt
 o

f O
n 

D
em

an
d 

se
rv

ic
e 

ar
e 

no
t 

ye
t 

ac
ce

pt
ed

 a
s 

ke
y 

m
em

be
rs

 o
f t

he
 D

R
T 

se
rv

ic
e 

de
liv

er
y 

te
am

.
W

hi
le

 P
W

T 
an

d 
ot

he
r 

co
nt

ra
ct

or
s 

ha
ve

 s
up

po
rt

ed
 th

e 
de

liv
er

y 
of

 S
ch

ed
ul

ed
 a

nd
 S

pe
ci

al
iz

ed
 s

er
vi

ce
 

fo
r 

ye
ar

s 
be

fo
re

 O
n 

D
em

an
d 

se
rv

ic
e 

w
as

 im
pl

em
en

te
d,

 s
om

e 
D

RT
 s

ta
ff

 d
o 

no
t v

ie
w

 ta
xi

 o
pe

ra
to

rs
 a

s 
ke

y 
m

em
be

rs
 o

f t
he

 D
RT

 e
xt

en
de

d 
te

am
. A

 la
ck

 o
f p

ro
m

in
en

t D
RT

 b
ra

nd
in

g 
an

d 
an

y 
cu

st
om

er
 

co
m

pl
ai

nt
s 

re
ce

iv
ed

 m
ay

, i
n 

pa
rt

, b
e 

co
nt

ri
bu

tin
g 

to
 a

 p
er

ce
pt

io
n 

th
at

 th
is

 s
er

vi
ce

 is
 in

fe
ri

or
 to

 
ot

he
rs

.

M
or

e 
ef

fe
ct

iv
e,

 t
w

o-
w

ay
 c

ha
nn

el
s 

of
 c

om
m

un
ic

at
io

n 
an

d 
fe

ed
ba

ck
 a

re
 n

ee
de

d 
to

 e
nh

an
ce

 c
oo

rd
in

at
io

n 
an

d 
co

ns
is

te
nc

y 
of

 h
ow

 D
R

T 
se

rv
ic

e 
of

fe
ri

ng
s 

ar
e 

m
es

sa
ge

d 
an

d 
un

de
rs

to
od

. D
es

pi
te

 r
ec

en
t 

or
ga

ni
za

ti
on

al
 c

ha
ng

es
, t

he
re

 c
on

ti
nu

es
 t

o 
be

 v
al

ue
 in

 b
re

ak
in

g 
do

w
n 

si
lo

es
, c

ro
ss

-t
ra

in
in

g,
 a

nd
 k

no
w

le
dg

e 
sh

ar
in

g 
ac

ro
ss

 t
he

 b
us

in
es

s.

44



Cu
rr

en
t 

st
at

e 
fin

di
ng

s 
| T

ec
hn

ol
og

y 
an

d 
an

al
yt

ic
s

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

12

W
ha

t w
e 

he
ar

d

“T
he

 c
ur

re
nt

 
CR

M
 li

m
its

 h
ow

 
cu

st
om

er
 s

er
vi

ce
 

is
 d

el
iv

er
ed

”

“P
RE

ST
O

 c
ar

d 
pa

ym
en

ts
 a

nd
 

G
O

 in
te

gr
at

io
ns

 
la

ck
 m

od
er

ni
ty

”

“T
he

 r
eq

ue
st

 fo
r 

be
tt

er
 d

at
a 

in
si

gh
ts

 
gr

ow
s 

ev
er

y 
ye

ar
, 

bu
t t

he
 fu

nd
in

g 
an

d 
re

so
ur

ce
s 

do
es

 n
ot

”

“W
ith

ou
t 

re
lia

bl
e 

da
ta

, 
cu

st
om

er
 

st
ra

te
gi

es
 a

re
 

lim
ite

d”

Ke
y 

o b
se

rv
at

io
ns

90
 -

95
%

P
R

ES
TO

 U
SA

G
E 

FO
R

 
O

N
 D

EM
A

N
D

 T
R

IP
S

O
N

 D
EM

A
N

D
 

TR
A

N
SI

T 
A

PP
 

A
LG

O
R

IT
H

M
 A

LL
O

W
S 

FO
R

 
A

U
TO

M
A

TE
D

 T
R

IP
 

P
LA

N
N

IN
G

C
3.

1 
Th

e 
cu

rr
en

t 
su

it
e 

of
 e

nt
er

pr
is

e 
an

d 
op

er
at

io
na

l t
ec

hn
ol

og
ie

s 
do

 n
ot

 h
av

e 
th

e 
fu

nc
ti

on
al

it
y 

ne
ed

ed
 t

o 
en

ab
le

 t
he

 d
es

ir
ed

 c
us

to
m

er
 s

er
vi

ce
 e

xp
er

ie
nc

e 
or

 a
n 

ab
ili

ty
 

to
 t

ra
ck

 o
pe

ra
ti

on
al

 a
nd

 fi
na

nc
ia

l p
er

fo
rm

an
ce

 in
 a

n 
ef

fic
ie

nt
 m

an
ne

r.
In

 p
ar

tic
ul

ar
, t

he
 c

us
to

m
er

 r
es

ou
rc

e 
m

an
ag

em
en

t t
oo

l (
CR

M
) i

s 
ou

td
at

ed
 a

nd
 c

an
no

t b
e 

co
nf

ig
ur

ed
 to

 
ef

fe
ct

iv
el

y 
to

 c
ap

tu
re

 O
n 

D
em

an
d 

cu
st

om
er

 s
er

vi
ce

 in
fo

rm
at

io
n.

 S
ec

on
dl

y,
 th

er
e 

is
 a

 la
ck

 o
f a

 
ce

nt
ra

liz
ed

 w
or

kf
or

ce
 m

an
ag

em
en

t t
oo

l t
o 

in
te

gr
at

e 
fo

re
ca

st
in

g,
 p

la
nn

in
g 

an
d 

sc
he

du
lin

g 
ac

tiv
iti

es
 

an
d 

co
ul

d 
be

 u
se

d 
to

 d
ri

ve
 e

ff
ic

ie
nc

ie
s.

 F
ur

th
er

m
or

e,
 s

ys
te

m
s 

do
 n

ot
 c

ap
tu

re
 a

nd
 c

on
so

lid
at

e 
ke

y 
op

er
at

io
na

l a
nd

 fi
na

nc
ia

l d
at

a 
re

la
te

d 
to

 v
eh

ic
le

 m
ai

nt
en

an
ce

, o
ve

rh
ea

d 
co

st
s,

 k
ilo

m
et

er
s 

dr
iv

en
, 

w
or

kf
or

ce
 c

os
ts

, a
nd

 r
ev

en
ue

 r
ec

ei
ve

d,
 w

hi
ch

 r
ed

uc
es

 o
rg

an
iz

at
io

na
l a

gi
lit

y 
by

 m
ak

in
g 

it 
at

 ti
m

es
 

ch
al

le
ng

in
g 

an
d 

tim
e-

co
ns

um
in

g 
to

 c
on

so
lid

at
e 

an
d 

re
po

rt
 o

n 
th

is
 in

fo
rm

at
io

n.

C
3.

2 
Te

ch
no

lo
gi

es
 u

se
d 

to
 e

na
bl

e 
op

er
at

io
ns

 d
o 

no
t 

fu
lly

 in
te

gr
at

e 
ac

ro
ss

 
ne

ig
hb

ou
ri

ng
 t

ra
ns

it
 s

ys
te

m
s 

an
d 

se
rv

ic
e 

of
fe

ri
ng

s.
 

Fo
r 

ex
am

pl
e,

 P
RE

ST
O

 a
nd

 T
ra

pe
ze

 a
re

 n
ot

 d
es

ig
ne

d 
to

 a
de

qu
at

el
y 

in
te

gr
at

e 
w

ith
 a

ll 
of

 D
RT

’s
 3

rd
-p

ar
ty

 
se

rv
ic

e 
pr

ov
id

er
s,

 c
re

at
in

g 
in

co
ns

is
te

nc
ie

s 
in

 c
us

to
m

er
 e

xp
er

ie
nc

es
 a

nd
 li

m
iti

ng
 a

na
ly

si
s.

 S
im

ila
rl

y,
 th

e 
op

en
 a

ir
 la

nd
-b

as
ed

 r
ad

io
 p

ro
ce

ss
 u

se
d 

to
 c

on
ta

ct
 o

pe
ra

to
rs

 is
 in

cr
ea

si
ng

ly
 b

ei
ng

 r
ep

la
ce

d 
by

 V
O

IP
 

sy
st

em
s,

 w
hi

ch
 c

an
 im

pr
ov

e 
se

rv
ic

e 
an

d 
co

m
m

un
ic

at
io

n 
ef

fic
ie

nc
ie

s.

C
3.

3 
D

at
a 

co
lle

ct
io

n,
 a

na
ly

si
s 

an
d 

re
po

rt
in

g 
re

qu
ir

es
 s

ig
ni

fic
an

t 
m

an
ua

l e
ff

or
t 

by
 t

he
 

an
al

yt
ic

s 
te

am
 a

nd
 li

m
it

s 
th

e 
ab

ili
ty

 t
o 

de
ri

ve
 r

ea
l-t

im
e 

in
si

gh
ts

. 
In

 m
an

y 
ca

se
s 

cu
st

om
er

 e
xp

er
ie

nc
e 

an
d 

sa
tis

fa
ct

io
n 

m
us

t b
e 

in
fe

rr
ed

 fr
om

 th
e 

an
al

ys
is

 o
f 

tr
an

sa
ct

io
na

l d
at

a 
w

hi
ch

 r
eq

ui
re

s 
co

ns
id

er
ab

le
 m

an
ip

ul
at

io
n 

an
d 

cl
ea

ns
in

g 
du

e 
to

 a
 la

ck
 o

f d
at

a 
st

an
da

rd
iz

at
io

n,
 w

hi
ch

 c
an

 b
e 

im
pr

ov
ed

 th
ro

ug
h 

ne
go

tia
tio

n 
an

d 
in

cl
us

io
n 

of
 te

rm
s 

w
ri

tt
en

 in
to

 fu
tu

re
 

co
nt

ra
ct

s 
w

ith
 3

rd
- p

ar
tie

s.

Th
er

e 
ar

e 
lim

it
at

io
ns

 t
o 

th
e 

qu
al

ity
 o

f c
us

to
m

er
, f

in
an

ci
al

, a
nd

 o
pe

ra
ti

on
al

 d
at

a 
th

at
 c

an
 b

e 
ex

tr
ac

te
d 

fr
om

 D
R

T’
s 

ex
is

ti
ng

 s
ui

te
 o

f  t
ec

hn
ol

og
y 

to
ol

s 
an

d 
so

lu
ti

on
s,

 w
hi

ch
 r

es
ul

ts
 in

 s
ig

ni
fic

an
t 

m
an

ua
l e

ff
or

t 
to

 d
er

iv
e 

m
ea

ni
ng

fu
l i

ns
ig

ht
s.

 3
rd

-p
ar

ty
 d

at
a 

is
 la

rg
el

y 
tr

an
sa

ct
io

na
l a

nd
 m

an
ua

lly
 c

om
pi

le
d,

 a
na

ly
ze

d 
an

d 
re

po
rt

ed
 o

n.

45



Cu
rr

en
t 

st
at

e 
fin

di
ng

s 
| E

xt
er

na
l c

om
m

un
ic

at
io

ns
 a

nd
 e

du
ca

tio
n

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

13

W
ha

t w
e 

he
ar

d

“O
n 

D
em

an
d 

is
 s

til
l 

no
t v

is
ib

le
 o

r 
w

el
l 

un
de

rs
to

od
 b

y 
m

an
y 

re
si

de
nt

s”

“W
e 

ne
ed

 to
 b

al
an

ce
 

th
e 

id
ea

 th
at

 w
e’

re
 a

n 
af

fo
rd

ab
le

, p
ub

lic
 

tr
an

si
t o

ff
er

in
g 

bu
t 

no
t a

n 
N

PO
 o

r 
so

ci
al

 
se

rv
ic

e”

“I
t’s

 im
po

rt
an

t 
fo

r 
ri

de
rs

 to
 s

ee
 

O
ne

 D
RT

 w
ith

 n
o 

di
ff

er
en

ce
 in

 s
er

vi
ce

 
(e

ve
n 

if 
th

at
’s

 th
e 

ca
se

)”

Ke
y 

o b
se

rv
at

io
ns

B
O

O
K

IN
G

 K
IO

SK
S

P
IL

O
T 

LA
U

N
C

H
IN

G
 S

U
M

M
ER

 2
02

1 
TO

 E
N

A
B

LE
 S

EN
IO

R
S 

A
N

D
 

V
U

LN
ER

A
B

LE
 P

O
P

U
LA

TI
O

N
S 

TO
 

B
O

O
K

 O
N

 D
EM

A
N

D
 W

IT
H

 IP
A

D
S

D
IG

IT
A

L 
D

IV
ID

E
IN

V
ES

T 
D

U
R

H
A

M
’S

 2
02

0 
B

R
O

A
D

B
A

N
D

 S
U

R
V

EY
 

R
EV

EA
LE

D
 D

U
R

H
A

M
 

IN
TE

R
N

ET
 S

P
EE

D
S 

FA
LL

 
B

EL
O

W
 C

R
TC

 M
ED

IA
N

 
ST

A
D

N
A

R
D

S

C
4.

1 
In

cr
ea

se
d 

co
m

m
un

it
y 

ou
tr

ea
ch

 e
ff

or
ts

 w
ill

 b
e 

ne
ed

ed
 t

o 
m

or
e 

cl
ea

rl
y 

de
fin

e 
cu

st
om

er
 n

ee
ds

 fo
r 

an
 in

te
gr

at
ed

 D
em

an
d 

R
es

po
ns

iv
e 

se
rv

ic
e 

of
fe

ri
ng

.
Pu

bl
ic

 a
nd

 ta
rg

et
ed

 e
ng

ag
em

en
t a

nd
 O

n 
D

em
an

d 
se

rv
ic

e 
ed

uc
at

io
n 

ha
s 

be
en

 r
el

at
iv

el
y 

lim
ite

d 
to

 p
ub

lic
 

in
fo

 s
es

si
on

s,
 w

eb
si

te
 a

nd
 s

oc
ia

l m
ed

ia
 u

pd
at

es
, a

nd
 p

ro
m

ot
io

n 
of

 th
e 

ap
p,

 w
hi

ch
 m

ay
 n

ot
 b

e 
ef

fe
ct

iv
el

y 
re

ac
hi

ng
 r

ur
al

 p
op

ul
at

io
ns

, m
ar

gi
na

liz
ed

 g
ro

up
s,

 o
r 

ot
he

r 
ta

rg
et

 s
eg

m
en

ts
.

C
4.

2 
D

R
T 

br
an

di
ng

 d
oe

s 
no

t 
ac

cu
ra

te
ly

 r
ef

le
ct

 t
he

 o
rg

an
iz

at
io

n’
s 

vi
si

on
 a

nd
 

as
pi

ra
ti

on
s 

to
 d

el
iv

er
 a

 c
us

to
m

er
-c

en
tr

ic
, D

em
an

d 
R

es
po

ns
iv

e 
se

rv
ic

e.
A

s 
D

RT
 is

 tr
an

sf
or

m
ed

 a
ro

un
d 

th
e 

cu
st

om
er

 –
th

ro
ug

h 
a 

w
el

l-a
rt

ic
ul

at
ed

 v
is

io
n,

 o
rg

an
iz

at
io

na
l 

st
ru

ct
ur

e,
 in

te
gr

at
ed

 p
ro

ce
ss

es
, r

ef
re

sh
ed

 p
ol

ic
ie

s,
 a

nd
 p

er
fo

rm
an

ce
 m

an
ag

em
en

t f
ra

m
ew

or
k 

–
th

er
e 

w
ill

 b
e 

an
 o

pp
or

tu
ni

ty
 fo

r 
D

RT
 to

 r
ei

m
ag

in
e 

ho
w

 it
s 

id
en

tit
y 

is
 c

om
m

un
ic

at
ed

 th
ro

ug
h 

a 
co

m
pr

eh
en

si
ve

 
ap

pr
oa

ch
 to

 b
ra

nd
in

g 
–

bo
th

 p
hy

si
ca

l a
nd

 d
ig

ita
l. 

H
ow

ev
er

, r
es

ou
rc

es
 w

ill
 li

m
it 

in
-p

er
so

n 
op

po
rt

un
iti

es
 

to
 p

ro
m

ot
e 

th
e 

br
an

d.

C
4.

3 
C

us
to

m
er

 a
w

ar
en

es
s 

an
d 

un
de

rs
ta

nd
in

g 
of

 D
R

T’
s 

se
rv

ic
es

 a
nd

 h
ow

 t
he

y 
ar

e 
ex

pe
ct

ed
 t

o 
ch

an
ge

 is
 lo

w
.

W
hi

le
 D

RT
’s

 v
is

io
n 

fo
r 

sp
on

ta
ne

ou
s 

tr
av

el
 a

nd
 e

m
ph

as
is

 o
n 

cu
st

om
er

 s
er

vi
ce

 e
xi

st
s 

to
da

y,
 s

om
e 

st
ak

eh
ol

de
rs

 a
re

 u
nc

le
ar

 a
s 

to
 h

ow
 e

xi
st

in
g 

cu
rr

en
t s

er
vi

ce
 o

ff
er

in
gs

 a
re

 c
ha

ng
in

g,
 w

ho
 n

ew
 s

er
vi

ce
s 

ar
e 

in
te

nd
ed

 to
 s

er
ve

, a
nd

 a
re

 c
on

fu
se

d 
by

 n
om

en
cl

at
ur

e 
su

rr
ou

nd
in

g 
th

es
e 

se
rv

ic
es

. T
he

re
 is

 a
 la

ck
 o

f 
a 

cl
ea

r 
de

fin
iti

on
 a

s 
to

 w
ha

t D
em

an
d 

Re
sp

on
si

ve
 s

er
vi

ce
 is

 a
nd

 w
ha

t b
en

ef
its

 it
 w

ill
 p

ro
vi

de
 to

 
cu

st
om

er
s 

of
 v

ar
yi

ng
 a

bi
lit

ie
s.

 T
hi

s 
hi

nd
er

s 
se

rv
ic

e 
up

ta
ke

 a
nd

 c
re

at
es

 a
 p

ot
en

tia
l r

es
is

ta
nc

e 
to

 a
do

pt
 

th
e 

ne
w

 s
er

vi
ce

. S
pe

ci
fic

al
ly

, S
pe

ci
al

iz
ed

 c
us

to
m

er
s 

an
d 

ad
vo

ca
te

s 
ne

ed
 m

or
e 

in
fo

rm
at

io
n 

on
 c

ha
ng

es
 

an
d 

m
es

sa
gi

ng
 o

n 
ho

w
 th

e 
ev

ol
ut

io
n 

of
 D

em
an

d 
Re

sp
on

si
ve

 s
er

vi
ce

s 
ac

tu
al

ly
 p

ro
vi

de
s 

th
em

 w
ith

 m
or

e 
sp

on
ta

ne
ou

s 
bo

ok
in

g,
 a

m
on

g 
ot

he
r 

be
ne

fit
s 

th
ey

 d
id

 n
ot

 p
re

vi
ou

sl
y 

ha
ve

 a
cc

es
s 

to
. 

In
cr

ea
se

d 
pu

bl
ic

 a
nd

 t
ar

ge
te

d 
en

ga
ge

m
en

t 
is

 n
ee

de
d 

to
 in

fo
rm

 t
he

 d
es

ig
n 

of
 a

 s
ea

m
le

ss
ly

 in
te

gr
at

ed
, i

nc
lu

si
ve

 D
em

an
d 

R
es

po
ns

iv
e 

se
rv

ic
e 

of
fe

ri
ng

.
W

hi
le

 D
R

T 
pl

an
s 

to
 r

ef
re

sh
 b

ra
nd

in
g 

at
 t

he
 s

am
e 

ti
m

e,
 a

 r
el

at
iv

el
y 

la
rg

er
 e

ff
or

t 
w

ill
 n

ee
d 

to
 b

e 
ex

pe
nd

ed
 o

n 
ed

uc
at

in
g 

be
ne

fic
ia

ri
es

 o
f t

he
 s

er
vi

ce
 o

n 
th

e 
ne

w
 o

ff
er

in
g.

46



Cu
rr

en
t 

st
at

e 
fin

di
ng

s 
|S

tr
at

eg
y 

an
d 

ke
y 

pa
rt

ne
rs

hi
ps

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

14

W
ha

t w
e 

he
ar

d

“E
ve

ry
on

e 
ha

s 
th

e 
ri

gh
t t

o 
tr

av
el

 
ef

fic
ie

nt
ly

 a
nd

 
co

m
pe

tit
iv

el
y”

“I
t w

ou
ld

 b
e 

go
od

 
to

 h
av

e 
a 

co
ns

is
te

nt
 

sc
or

ec
ar

d 
ap

pr
oa

ch
 

to
 D

RT
 s

er
vi

ce
s 

an
d 

co
nt

ra
ct

or
s”

“B
y 

M
ar

ch
 2

02
2,

 
D

em
an

d 
Re

sp
on

si
ve

 
se

rv
ic

e 
w

ill
 in

cl
ud

e 
O

n 
D

em
an

d 
an

d 
Sp

ec
ia

liz
ed

 s
er

vi
ce

 a
s 

th
e 

ve
nd

or
 c

on
tr

ac
t 

en
ds

”

Ke
y 

ob
se

rv
at

io
ns

1S
T

TR
A

N
SI

T 
A

G
EN

C
Y

 IN
 

C
A

N
A

D
A

 T
O

 D
EV

EL
O

P
 

SO
C

IA
L 

EQ
U

IT
Y

 
TR

A
N

SI
T 

R
EP

O
R

T

C
R

O
SS

-
B

O
R

D
ER

TR
A

N
SI

T 
TR

A
N

SF
ER

S 
FO

R
 

TT
C

 W
H

EE
L 

TR
A

N
S 

P
IC

K
U

P
 

P
R

ES
EN

T 
A

S 
A

 M
A

JO
R

 
P

A
IN

P
O

IN
T 

FO
R

 U
SE

R
S 

O
F 

SP
EC

IA
LI

Z
ED

 S
ER

V
IC

E

C
5.

1 
A

 c
le

ar
 s

et
 o

f s
tr

at
eg

ic
 o

bj
ec

ti
ve

s,
 t

ar
ge

t 
ou

tc
om

es
, a

nd
 K

P
Is

 fo
r 

th
e 

de
liv

er
y 

of
 

D
em

an
d 

R
es

po
ns

iv
e 

se
rv

ic
e 

th
at

 in
te

gr
at

es
 c

ur
re

nt
 O

n 
D

em
an

d 
an

d 
Sp

ec
ia

liz
ed

 
se

rv
ic

e 
of

fe
ri

ng
s 

ar
e

ye
t 

to
 b

e 
de

fin
ed

.
W

hi
le

 th
e 

in
tr

od
uc

tio
n 

of
 a

n 
in

te
gr

at
ed

 D
em

an
d 

Re
sp

on
si

ve
 s

er
vi

ce
 (w

ith
 O

n 
D

em
an

d 
an

d 
Sp

ec
ia

liz
ed

 
of

fe
ri

ng
s)

 s
er

ve
s 

to
 fu

rt
he

r 
se

ve
ra

l k
ey

 p
ri

or
iti

es
 in

 th
e 

D
ur

ha
m

 R
eg

io
n 

St
ra

te
gi

c 
Pl

an
 (e

.g
. 1

.1
, 1

.5
, 

3.
3,

 4
.4

),
 a

n 
ex

er
ci

se
 h

as
 y

et
 to

 b
e 

ta
ke

n 
to

 a
rt

ic
ul

at
e 

in
 s

im
pl

e 
te

rm
s 

“w
ha

t”
 it

 is
 m

ea
nt

 to
 a

ch
ie

ve
 

an
d 

“w
hy

” 
w

hi
ch

 c
an

 th
en

 b
e 

us
ed

 a
s 

a 
co

m
m

un
ic

at
io

n 
to

ol
 w

ith
 in

te
rn

al
 a

nd
 e

xt
er

na
l s

ta
ke

ho
ld

er
s.

C
5.

2 
Sp

ec
ia

l a
tt

en
ti

on
 w

ill
 b

e 
re

qu
ir

ed
 t

o 
ho

ne
 in

 o
n 

po
in

ts
 o

f i
nt

eg
ra

ti
on

 a
nd

 
al

ig
nm

en
t 

re
qu

ir
ed

 w
it

h 
ke

y 
pa

rt
ne

rs
.

D
RT

's
 e

ff
or

ts
 to

 c
oo

rd
in

at
e 

w
ith

 th
e 

TT
C,

 Y
RT

, a
nd

 o
th

er
 lo

ca
l t

ra
ns

it 
pr

ov
id

er
s 

on
 d

el
iv

er
in

g 
a 

m
or

e 
in

te
gr

at
ed

 t
ra

ns
it 

ne
tw

or
k 

ar
e 

cr
iti

ca
l t

o 
th

e 
su

cc
es

s 
of

 a
n 

ex
pa

nd
ed

 D
em

an
d 

Re
sp

on
si

ve
 d

el
iv

er
y 

m
od

el
. C

on
tin

ue
d 

pa
rt

ic
ip

at
io

n 
at

 P
ro

vi
nc

ia
l F

ar
e 

& 
Se

rv
ic

e 
In

te
gr

at
io

n 
fo

ru
m

s 
an

d 
G

TH
A

 re
gi

on
al

 
tr

an
si

t t
ab

le
s 

w
ill

 s
im

ila
rl

y 
re

in
fo

rc
e 

D
RT

's
 e

ff
or

ts
 to

 d
ev

el
op

 a
n 

op
tim

al
 s

er
vi

ce
 d

el
iv

er
y 

m
od

el
. T

he
 

su
cc

es
s 

of
 D

em
an

d
re

sp
on

si
ve

 s
er

vi
ce

 w
ill

 b
e 

si
gn

ifi
ca

nt
ly

 in
flu

en
ce

d 
by

 th
e 

fu
tu

re
 o

f t
he

 G
O

 s
er

vi
ce

 
an

d 
PR

ES
TO

 p
ay

m
en

t s
ol

ut
io

ns
 a

nd
 c

ou
ld

 p
ot

en
tia

lly
po

si
tio

n 
D

RT
 to

 m
ov

e 
pa

st
 b

ar
ri

er
s 

cu
st

om
er

s 
ex

pe
ri

en
ce

 w
ith

 c
ro

ss
-b

or
de

r 
tr

av
el

.

O
th

er
 k

ey
 p

ar
tn

er
s,

 s
uc

h 
as

 lo
ca

l u
ni

ve
rs

iti
es

, m
aj

or
 e

m
pl

oy
er

s,
 e

tc
. c

an
 a

ls
o 

ac
ce

le
ra

te
 D

RT
's

 D
em

an
d 

Re
sp

on
si

ve
 s

tr
at

eg
ic

 in
iti

at
iv

es
.

Fu
rt

he
r 

w
or

k 
ca

n 
be

 d
on

e 
to

 a
rt

ic
ul

at
e 

th
e 

vi
si

on
 a

nd
 s

tr
at

eg
ic

 o
bj

ec
ti

ve
s 

fo
r 

th
e 

fu
tu

re
 o

f D
em

an
d 

R
es

po
ns

iv
e 

tr
an

si
t,

 in
cl

ud
in

g 
w

ha
t 

sp
ec

ifi
c 

in
it

ia
ti

ve
s 

an
d 

K
P

Is
 s

ho
ul

d 
be

 u
se

d 
to

 m
ea

su
re

 t
he

 s
uc

ce
ss

 o
f t

he
 s

er
vi

ce
 fo

r 
bo

th
 D

R
T 

an
d 

ke
y 

pa
rt

ne
rs

.

47



A
na

ly
si

s 
of

 p
ot

en
ti

al
 c

us
to

m
er

 b
as

e 
|D

ur
ha

m
 R

eg
io

n 
de

m
og

ra
ph

ic
s

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

15

N
E

W
 R

E
S

ID
E

N
T

S

5
of
7

ne
w

 r
es

id
en

ts
 to

 D
ur

ha
m

 th
at

 m
ov

ed
 in

 th
e 

la
st

 
5 

ye
ar

s 
ar

e 
im

m
ig

ra
nt

s 

1.
A

ja
x 

(3
0.

7%
)

2.
P

ic
ke

ri
ng

 (
20

.6
%)

H
av

e 
th

e 
hi

gh
es

t i
m

m
ig

ra
nt

 p
op

ul
at

io
n

E
T

H
N

IC
IT

Y

1.
B

la
ck

 (7
.0

%)
2.

S
ou

th
 A

si
an

 (
5.

7%
)

3.
Fi

lip
in

o 
(2

.0
%)

A
re

 th
e 

m
os

t r
ac

ia
liz

ed
 p

op
ul

at
io

n 
et

hn
ic

iti
es

H
O

M
E

 L
A

N
G

U
A

G
E

(o
th

er
 th

an
 E

ng
lis

h)

U
rd

u 
13

%
Ta

m
il 

6.
9%

Po
lis

h 
6%

Pe
rs

ia
n 

12
.1

%
Sp

an
is

h 
6.

5%
Ta

ga
lo

g 
5.

2%
as

 d
ri

ve
rs

A
G

E

32
%

18
-3

4

30
%

35
-5

5

28
%

55
+

O
C

C
U

P
A

T
IO

N
Em

pl
oy

ed
St

ud
en

t
Re

tir
ed

U
ne

m
pl

oy
ed

D
is

ab
le

d
H

om
em

ak
er

T
R

A
N

S
P

O
R

T
A

T
IO

N
H

A
B

IT
S

 T
O

 W
O

R
K

84
%

U
se

 a
s 

a 
ca

r,
 7

8%
 

11
.3

%
U

se
d 

pu
bl

ic
 

tr
an

si
t

3% W
al

ke
d

IN
C

O
M

E

$1
06

,8
86

A
ve

ra
ge

 h
ou

se
ho

ld
 

in
co

m
e 

20
15

9.
7%

Pr
ev

al
en

ce
 o

f l
ow

 
in

co
m

e

M
ed

ia
n 

A
ft

er
-T

ax
 H

ou
se

ho
ld

 In
co

m
e 

20
11

: 
D

is
pa

ri
tie

s 
st

ill
 p

re
se

nt
 fo

r 
ce

nt
ra

l /
 S

ou
th

 
O

sh
aw

a,
 C

la
ri

ng
to

n,
 d

ow
nt

ow
n 

W
hi

tb
y,

 A
ja

x,
 

Pi
ck

er
in

g 
an

d 
no

rt
he

rn
 D

ur
ha

m

W
he

n 
co

ns
id

er
in

g 
fa

ct
or

s 
th

at
 in

flu
en

ce
 a

cc
es

s 
to

 t
ra

ns
it

, s
uc

h 
as

 fi
na

nc
ia

l r
es

ou
rc

es
, e

th
ni

ci
ty

, a
bi

lit
y 

to
 w

or
k,

 a
nd

 p
ro

xi
m

ity
 t

o 
av

ai
la

bl
e 

w
or

k,
 e

vi
de

nc
e 

su
gg

es
ts

 t
ha

t 
so

ci
al

 a
nd

 e
co

no
m

ic
 fa

ct
or

s 
ha

ve
 a

 h
ig

h 
po

te
nt

ia
l t

o 
ex

ac
er

ba
te

 in
eq

ui
ta

bl
e 

ac
ce

ss
 t

o 
pu

bl
ic

 t
ra

ns
it

 s
er

vi
ce

s 
gi

ve
n 

th
e 

hi
gh

 r
at

e 
of

 
po

pu
la

ti
on

 g
ro

w
th

 a
nd

 d
iv

er
si

ty
 o

f r
es

id
en

ts
 in

 D
ur

ha
m

 R
eg

io
n.

So
ur

ce
: S

ta
tis

tic
 C

an
ad

a 
Ce

ns
us

 2
01

6,
 D

ur
ha

m
 W

or
kf

or
ce

 A
ut

ho
ri

ty
 A

nn
ua

l R
ep

or
t 

20
18

 
an

d 
La

bo
ur

 F
or

ce
 R

ep
or

t 
M

ay
 2

02
1,

 D
ur

ha
m

 R
eg

io
n 

D
em

og
ra

ph
ic

 &
 S

oc
io

-E
co

no
m

ic
 D

at
a 

Pr
of

ile
 2

02
0,

 D
ur

ha
m

 R
eg

io
n 

A
ft

er
-T

ax
 H

ou
se

ho
ld

 In
co

m
e 

20
11

 

48



A
na

ly
si

s 
of

 p
ot

en
ti

al
 c

us
to

m
er

 b
as

e 
|E

qu
ity

 c
on

si
de

ra
tio

ns

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

16A
bi

lit
y 

to
 p

ay

9.
7%

Pr
ev

al
en

ce
 o

f l
ow

 
in

co
m

e 
ac

ro
ss

 
D

ur
ha

m
 R

eg
io

n 
po

pu
la

tio
n

Lo
ne

 p
ar

en
t 

fa
m

ili
es

18
%

of
 h

ou
se

ho
ld

s 
ar

e 
lo

ne
 

pa
re

nt
 fa

m
ili

es
 w

ith
 fe

m
al

e 
pa

re
nt

s 
he

ad
in

g 
up

 8
0%

 o
f 

th
es

e 
ho

us
eh

ol
ds

N
ew

 r
es

id
en

ts
, 

im
m

ig
ra

nt
s,

 r
ef

ug
ee

s
Co

ns
id

er
at

io
n 

of
 

•
Li

m
ite

d 
ca

r 
ow

ne
rs

hi
p

fo
r 

ne
w

 r
es

id
en

ts
•

Li
ng

ui
st

ic
, c

ul
tu

ra
l

di
ff

er
en

ce
s 

an
d 

ne
w

ge
og

ra
ph

y 
fo

r 
re

si
de

nt
s

In
di

ge
no

us
 

co
m

m
un

it
ie

s

2%
O

f t
ot

al
 p

op
ul

at
io

n 
co

m
pr

is
ed

 o
f I

nd
ig

en
ou

s 
id

en
tit

ie
s 

(F
ir

st
 N

at
io

ns
, 

In
ui

t,
 M

ét
is

)

La
ng

ua
ge

 d
iv

er
si

ty

80
%

O
f p

eo
pl

e 
in

 D
ur

ha
m

 
cl

ai
m

ed
 E

ng
lis

h 
as

 th
ei

r 
m

ot
he

r 
to

ng
ue

A
ge

13
.7

%
O

f r
es

id
en

ts
 a

re
 a

ge
d 

65
+ 

as
 o

f 2
01

6

C
ul

tu
ra

l d
iff

er
en

ce
s

Co
ns

id
er

at
io

n 
of

 
•

Cu
ltu

ra
l d

iff
er

en
ce

s 
an

d
di

st
ru

st
 o

f a
ut

ho
ri

ty
 a

nd
 

pu
bl

ic
 s

er
vi

ce
s 

fr
om

 
hi

st
or

ic
al

ly
 

di
sa

dv
an

ta
ge

d 
co

m
m

un
iti

es

G
en

de
r

Co
ns

id
er

at
io

n 
of

 
•

Se
cu

ri
ty

 a
nd

 th
e

cr
ea

tio
n 

of
 s

af
e 

sp
ac

es
on

 tr
an

si
t

•
H

ig
h 

ra
te

s 
of

 g
en

de
r-

ba
se

d 
vi

ol
en

ce
 in

 p
ri

va
te

an
d 

pu
bl

ic
 s

pa
ce

s

A
bi

lit
ie

s*

70
,0

00
Re

si
de

nt
s 

es
tim

at
ed

 t
o 

ha
ve

 a
 d

is
ab

ili
ty

 in
 2

01
6

Adapted fromDurhamRegionTransit’sSocialEquityReport 2021

‘P
ri

or
it

y 
N

ei
gh

bo
ur

ho
od

s’
 a

s 
de

em
ed

 b
y 

D
R

T,
 in

cl
ud

e 
90

,0
00

 r
es

id
en

ts

A
.D

ow
nt

ow
n 

A
ja

x 
–

A
ja

x
E.

G
ib

b 
W

es
t –

O
sh

aw
a

B.
D

ow
nt

ow
n 

W
hi

tb
y 

–
W

hi
tb

y
F.

Ce
nt

ra
l P

ar
k 

–
O

sh
aw

a
C.

D
ow

nt
ow

n 
O

sh
aw

a 
–

O
sh

aw
a

G
.B

ea
tr

ic
e 

N
or

th
 –

O
sh

aw
a

D
.L

ak
ev

ie
w

 –
O

sh
aw

a

R
ur

al
 p

op
ul

at
io

ns
*

8.
4%

 o
f r

es
id

en
ts

 li
ve

 in
 r

ur
al

 a
nd

 N
or

th
er

n 
ar

ea
s 

in
 D

ur
ha

m

W
it

h 
a 

ra
pi

dl
y-

gr
ow

in
g 

re
gi

on
, s

oc
ia

l a
nd

 e
co

no
m

ic
 e

qu
ity

 c
on

si
de

ra
ti

on
s 

arW
i eth

  v81
it% al

 
 o

f t
tri o ps

t o hecc
ur

ri  p
rng

 w oc
i eth

i sn 
D s 
our

ha f i
mm

ag
in

in
g,

 d
es

ig
ni

ng
, a

nd
 d

el
iv

er
in

g 
an

 e
xc

ep
ti

on
al

 a
nd

 
in

cl
us

iv
e 

cu
st

om
er

 e
xp

er
ie

nc
e 

an
d 

in
fo

rm
 t

he
 s

et
 o

f p
ri

nc
ip

le
s 

us
ed

 t
o 

de
ve

lo
p 

a 
fu

tu
re

 s
ta

te
 m

od
el

 a
nd

 r
ec

om
m

en
da

ti
on

s 
fo

r 
an

 in
te

gr
at

ed
 D

em
an

d 
R

es
po

ns
iv

e 
se

rv
ic

e 
of

fe
ri

ng
.

So
ur

ce
: D

ur
ha

m
 R

eg
io

n 
D

em
og

ra
ph

ic
 &

 S
oc

io
-E

co
no

m
ic

 D
at

a 
Pr

of
ile

 2
02

0,
 T

he
 R

eg
io

na
l 

M
un

ic
ip

al
ity

 o
f D

ur
ha

m
 2

01
6-

20
21

 M
ul

ti-
Y

ea
r 

A
cc

es
si

bi
lit

y 
Pl

an
49



A
na

ly
si

s 
of

 c
ur

re
nt

 c
us

to
m

er
 b

as
e 

|O
n 

D
em

an
d 

ri
de

rs
hi

p

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

17

R
ID

E
R

S
H

IP
C

O
M

P
O

S
IT

IO
N

6%

94
%

R
ur

al
 T

ri
ps

U
rb

an
 T

ri
ps

97
%

3%

Y
ou

th

Se
ni

or

A
du

lt

Ch
ild

M
os

t p
op

ul
ar

 s
er

vi
ce

s 
in

 %
 o

f 
co

m
pl

et
ed

 tr
ip

s 
to

 d
at

e
1.

P
ic

ke
ri

ng
 z

on
e 

(1
6%

)
2.

B
ow

m
an

vi
lle

 z
on

e 
(9

%)
3.

R
ur

al
 N

or
th

 (
4.

8%
)

R
ID

E
R

S
H

IP
 P

R
O

F
IL

E

42
%

18
-3

4

37
%

35
-5

5

21
%

55
+

O
C

C
U

P
A

T
IO

N
Em

pl
oy

ed
St

ud
en

t
Re

tir
ed

U
ne

m
pl

oy
ed

D
is

ab
le

d
H

om
em

ak
er C
O

N
N

E
C

T
IO

N
S

55
%

U
se

 tr
an

si
t w

ith
in

 
D

ur
ha

m

44
%

U
se

 tr
an

si
t f

or
 

co
nn

ec
tio

ns

O
N

 D
E

M
A

N
D

S
A

T
IS

F
A

C
T

IO
N

11
.6

 
m

in
ut

es
A

ve
ra

ge
 w

ai
t t

im
e 

fr
om

 
M

ar
ch

 –
M

ay
 2

02
1 

tr
ip

s

17
%

Ca
nc

el
la

tio
ns

 M
ar

ch
 –

M
ay

 2
02

1 
tr

ip
s

20
21

 C
us

to
m

er
 F

ee
db

ac
k 

A
re

as
 o

f 
Co

nc
er

n:

1.
N

o 
sh

ow
 a

t 
st

op
2.

O
pe

ra
to

r 
co

nd
uc

t
3.

S
ch

ed
ul

es

20
21

 B
an

g 
th

e 
Ta

bl
e 

A
re

as
 o

f C
on

ce
rn

:

1.
G

ap
s 

in
 s

ch
ed

ul
ed

 a
nd

 O
n

D
em

an
d 

se
rv

ic
e

2.
O

n 
D

em
an

d 
co

nn
ec

ti
ng

 t
o 

re
gu

la
r

se
rv

ic
e 

vs
. a

ct
ua

l d
es

ti
na

ti
on

3.
In

ab
ili

ty
 t

o 
bo

ok
 t

ri
ps

 in
 a

dv
an

ce

M
os

t 
O

n 
D

em
an

d 
tr

ip
s 

ar
e 

st
ill

 b
ei

ng
 t

ak
en

 in
 u

rb
an

 s
pa

ce
s,

 s
pe

ci
fic

al
ly

 w
it

hi
n 

th
e 

P
ic

ke
ri

ng
 a

nd
 B

ow
m

an
vi

lle
 z

on
es

. B
as

ed
 o

n
th

e 
ni

ne
 p

ri
or

ity
 

ne
ig

hb
ou

rh
oo

ds
 li

st
ed

 in
 D

R
T’

s 
So

ci
al

 E
qu

ity
 R

ep
or

t,
 h

ea
vy

 c
om

m
un

ic
at

io
n 

an
d 

ed
uc

at
io

n 
w

ill
 b

e 
re

qu
ir

ed
 to

 s
up

po
rt

 c
om

m
un

it
ie

s 
in

 n
ee

d 
be

yo
nd

 O
n 

D
em

an
d’

s 
cu

rr
en

t 
up

ta
ke

 z
on

es
. D

R
T 

ca
n 

al
so

 fo
cu

s 
on

 r
es

ol
vi

ng
 g

ap
s 

in
 s

er
vi

ce
, O

n 
D

em
an

d 
ca

pa
bi

lit
ie

s,
 a

nd
 a

bi
lit

y 
to

 b
oo

k 
tr

ip
s 

in
 a

dv
an

ce
.

So
ur

ce
: D

RT
 M

ay
 1

0-
16

 2
02

1 
W

ee
kl

y 
U

pd
at

e 
Sn

ap
sh

ot
, 2

02
1 

–
Cu

st
om

er
 F

ee
db

ac
k 

D
em

an
d 

Re
sp

on
si

ve
 v

s 
Sp

ec
ia

liz
ed

 S
er

vi
ce

s,
 B

an
g 

th
e 

Ta
bl

e 
Co

m
m

en
ts

 
50



Cu
st

om
er

 a
na

ly
si

s 
| C

us
to

m
er

 p
er

so
na

s 
an

d 
pa

in
-p

oi
nt

s

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

18

W

S
A

R
A

H
•

47
 y

ea
rs

 o
ld

•
D

ay
 p

ro
gr

am
 /

 P
ar

t t
im

e
sh

ift
•

Cr
os

s-
bo

un
da

ry
 R

id
er

:
A

ja
x 

to
 S

ca
rb

or
ou

gh

Pr
of

ile
: S

ar
ah

 li
ve

s 
in

 A
ja

x 
in

 a
 c

on
gr

eg
at

e 
ca

re
 

se
tt

in
g 

an
d 

us
es

 a
 m

ob
ili

ty
 d

ev
ic

e.
 S

he
 a

tt
en

ds
 

m
ed

ic
al

 a
pp

oi
nt

m
en

ts
 w

ee
kl

y 
an

d 
ha

s 
w

or
k 

sh
ift

s 
in

 
Sc

ar
bo

ro
ug

h.
 

Ex
pe

ct
at

io
ns

: R
el

ia
bl

e,
 ti

m
el

y 
tr

an
si

t a
nd

 c
on

ne
ct

io
ns

 
to

 a
cc

es
s 

w
ee

kl
y 

ac
tiv

iti
es

 w
ith

 s
up

po
rt

 fr
om

 
op

er
at

or
s 

to
 b

oa
rd

 /
 e

xi
t v

eh
ic

le
s.

Fr
us

tr
at

io
ns

: L
en

gt
hy

 ti
m

e 
an

d 
de

la
y 

to
 a

cc
es

s 
in

te
gr

at
ed

 c
on

ve
nt

io
na

l s
er

vi
ce

 a
nd

 d
el

ay
 in

 a
cc

es
si

ng
 

cr
os

s-
bo

un
da

ry
 W

he
el

-T
ra

ns
.

D
ig

it
al

 n
ee

ds
: S

ar
ah

 is
 s

ee
ki

ng
 a

 s
im

pl
e 

w
ay

 to
 

sc
he

du
le

 tr
ip

s 
di

gi
ta

lly
 a

nd
 tr

y 
th

e 
O

n 
D

em
an

d 
se

rv
ic

e.

G
R

E
G

•
80

 y
ea

rs
 o

ld
•

Re
tir

ed
, l

iv
es

 in
 L

TC
ho

m
e

•
In

te
rn

al
 R

id
er

: O
sh

aw
a

Pr
of

ile
: G

re
g 

liv
es

 in
 a

n 
LT

C 
in

 O
sh

aw
a 

an
d 

ha
s 

se
en

 
hi

s 
sc

he
du

le
d 

ro
ut

e 
co

nv
er

t t
o 

O
n 

D
em

an
d.

 H
is

 ty
pi

ca
l 

tr
ip

s 
to

 th
e 

lib
ra

ry
 a

nd
 b

in
go

 h
al

l h
av

e 
be

en
 

in
te

rr
up

te
d 

as
 h

e 
he

ar
d 

hi
s 

ty
pi

ca
l r

ou
te

 r
eq

ui
re

s 
2 

bu
se

s 
an

d 
a 

tr
an

sf
er

.

Ex
pe

ct
at

io
ns

: A
n 

ea
sy

 r
ou

te
 to

 h
is

 ty
pi

ca
l 

de
st

in
at

io
ns

, s
up

po
rt

 in
 u

nd
er

st
an

di
ng

 th
e 

ne
w

 
sy

st
em

 a
nd

 s
up

po
rt

 in
 a

cc
es

si
ng

 te
ch

no
lo

gy
.

Fr
us

tr
at

io
ns

: G
re

g 
do

es
n’

t o
w

n 
a 

sm
ar

tp
ho

ne
 o

r 
co

m
pu

te
r 

an
d 

w
an

ts
 e

as
y 

op
tio

ns
 to

 a
cc

es
s 

ac
tiv

iti
es

 
as

 fa
ci

lit
at

es
 o

pe
n 

up
 fr

om
 C

O
V

ID
 r

es
tr

ic
tio

ns
. 

D
ig

it
al

 n
ee

ds
:O

pe
n 

to
 le

ar
ni

ng
 s

im
pl

e 
te

ch
no

lo
gy

 b
ut

 
lim

ite
d 

ac
ce

ss
 to

 d
ev

ic
es

.

X
A

V
I

E
R

•
19

 y
ea

rs
 o

ld
•

St
ud

en
t a

t O
nt

ar
io

Te
ch

 U
ni

ve
rs

ity
•

In
te

rn
al

 R
id

er
:

U
xb

ri
dg

e 
to

 O
sh

aw
a

Pr
of

ile
: X

av
ie

r 
is

 lo
ok

in
g 

fo
rw

ar
d 

to
 s

tu
dy

in
g 

on
 

ca
m

pu
s 

as
 C

O
V

ID
 r

es
tr

ic
tio

ns
 li

ft
. H

e 
is

 a
 c

ho
ic

e 
ri

de
r 

an
d 

ca
n 

us
e 

th
e 

ca
r 

fr
om

 h
is

 fa
m

ily
 h

om
e 

in
 r

ur
al

 
U

xb
ri

dg
e.

Ex
pe

ct
at

io
ns

: A
ff

or
da

bl
e 

an
d 

re
lia

bl
e 

se
rv

ic
e 

to
 g

et
 to

 
cl

as
s 

on
 ti

m
e.

 A
bi

lit
y 

to
 c

om
e 

ho
m

e 
la

te
r 

at
 n

ig
ht

 a
ft

er
 

a 
lo

ng
 d

ay
 s

tu
dy

in
g.

Fr
us

tr
at

io
ns

: T
ra

ns
fe

rs
 a

nd
 ti

m
e 

it 
ta

ke
s 

to
 tr

av
el

 fr
om

 
U

xb
ri

dg
e 

to
 O

sh
aw

a 
m

ak
es

 th
e 

ca
r 

se
em

 li
ke

 a
n 

ea
si

er
 

tr
an

sp
or

ta
tio

n 
op

tio
n.

D
ig

it
al

 n
ee

ds
: X

av
ie

r 
se

ek
s 

an
 e

as
y 

di
gi

ta
l i

nt
er

fa
ce

 
w

ith
 c

on
st

an
t u

pd
at

es
 o

n 
hi

s 
bu

se
s 

ET
A

.

M
A

R
I

A
M

•
34

 y
ea

rs
 o

ld
•

Pa
rt

-t
im

e 
w

or
ke

r
•

In
te

rn
al

 a
nd

 C
ro

ss
-

Bo
un

da
ry

 R
id

er
: W

hi
tb

y
ith

 8
1%

t  o
 T

or
of

 tr
ip

so
n

 o
cc
t ur

rio
ng

 w
ith

in
 D

ur
ha

m

Pr
of

ile
: M

ar
ia

m
 r

ec
en

tly
 m

ov
ed

 to
 D

ur
ha

m
 fr

om
 

M
is

si
ss

au
ga

 a
nd

 is
 a

 m
ot

he
r 

to
 a

 4
-y

ea
r 

ol
d 

an
d 

ca
re

ta
ke

r t
o 

he
r 

el
de

rl
y 

pa
re

nt
s.

 S
he

 w
or

ks
 p

ar
t-

tim
e 

in
 

do
w

nt
ow

n 
To

ro
nt

o.
 

Ex
pe

ct
at

io
ns

: T
ra

ns
it 

to
 s

up
po

rt
 h

er
 o

cc
as

io
na

l t
ri

ps
 to

 
th

e 
of

fic
e 

vi
a 

W
hi

tb
y 

G
O

 a
nd

 e
as

y-
to

-u
nd

er
st

an
d 

tr
an

si
t 

op
tio

ns
 fo

r 
he

r 
el

de
rl

y 
pa

re
nt

s.

Fr
us

tr
at

io
ns

: A
pp

re
he

ns
io

n 
ar

ou
nd

 th
e 

O
n 

D
em

an
d 

se
rv

ic
e 

th
at

 m
ay

 le
ad

 to
 h

er
 m

is
si

ng
 h

er
 tr

ai
n.

 
La

ng
ua

ge
 b

ar
ri

er
s 

fo
r 

he
r 

el
de

rl
y 

pa
re

nt
s 

to
 u

se
 D

RT
.

D
ig

it
al

 n
ee

ds
:M

ar
ia

m
 a

pp
re

ci
at

es
 th

e 
di

gi
ta

l a
pp

 
bo

ok
in

g 
an

d 
w

eb
si

te
 a

nd
 fr

eq
ue

nt
ly

 b
oo

ks
 tr

ip
s 

fo
r 

he
r 

pa
re

nt
s.

Th
e 

ab
ov

e 
pe

rs
on

as
 w

er
e 

de
ve

lo
pe

d 
ba

se
d 

on
 c

ur
re

nt
 s

ta
te

 fi
nd

in
gs

 a
nd

 a
 h

ol
is

ti
c 

re
vi

ew
 o

f d
em

og
ra

ph
ic

s 
in

fo
rm

at
io

n,
 O

n 
D

em
an

d 
ri

de
rs

hi
p 

st
at

is
ti

cs
, 

an
d 

eq
ui

ty
 c

on
si

de
ra

ti
on

s 
fo

r 
th

e 
pu

rp
os

es
 o

f h
ig

hl
ig

ht
in

g 
po

te
nt

ia
l p

ai
n-

po
in

ts
 e

xp
er

ie
nc

ed
 b

y 
cu

st
om

er
s 

un
de

r 
th

e 
cu

rr
en

t 
se

rv
ic

e 
de

liv
er

y 
m

od
el

. T
he

se
 

pe
rs

on
as

 w
ill

 b
e 

re
vi

si
te

d 
an

d 
th

ei
r 

cu
st

om
er

 jo
ur

ne
ys

’ t
es

te
d 

us
in

g 
th

e 
pr

op
os

ed
 fu

tu
re

 s
ta

te
 m

od
el

 fo
r 

D
em

an
d 

R
es

po
ns

iv
e 

se
rv

ic
e.

51



Ju
ri

sd
ic

ti
on

al
 s

ca
n 

re
su

lt
s

|D
em

an
d 

re
sp

on
si

ve
 s

er
vi

ce
 la

nd
sc

ap
e

Th
e 

pa
nd

em
ic

 a
cc

el
er

at
ed

 u
pt

ak
e 

of
 D

em
an

d 
Re

sp
on

si
ve

 s
er

vi
ce

 m
od

el
s 

to
 re

pl
ac

e 
sc

he
du

le
d 

se
rv

ic
e 

w
he

re
 d

em
an

d 
is

 lo
w

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

19

O
n 

D
em

an
d 

tr
an

si
t c

on
ne

ct
s 

Ed
m

on
to

n 
re

si
de

nt
s 

fr
om

 3
7 

ne
ig

hb
ou

rh
oo

ds
 to

 9
 tr

an
si

t 
hu

bs
 w

he
re

 ri
de

rs
 c

an
 tr

an
sf

er
 

to
 th

e 
bu

s 
ne

tw
or

k 
or

 L
RT

. 
M

ax
im

um
 w

ai
t t

im
e:

 3
0 

m
in

s 
in

 
pe

ak
 ti

m
es

.

O
N

T
A

R
IO

Q
U

E
B

E
C

N
O

V
A

S
C

O
T

I
A

N
E

W
 B

R
U

N
S

W
I

C
K

B
R

IT
IS

H
 

C
O

L
U

M
B

IA

A
L

B
E

R
T

A

M
A

N
IT

O
B

A

S
A

S
K

A
T

C
H

E
W

A
N

N
F

L
 &

 L

P
E

I

M
ed

ic
in

e 
H

at

B
el

le
vi

lle
N

ia
ga

ra

N
or

th
 B

ay

C
al

ga
ry

Ed
m

on
to

n,
 R

ed
 D

ee
r

Le
th

br
id

ge
Lo

ng
ue

ui
l

Q
ue

be
c 

C
it

y

W
in

ni
pe

g

D
ie

pp
e

Th
e 

Ci
ty

 o
f S

au
lt 

St
e.

 M
ar

ie
 

tr
an

si
tio

ne
d 

th
ei

r 
Su

nd
ay

 e
ve

ni
ng

 
fix

ed
 r

ou
te

 n
et

w
or

k 
of

 9
 b

us
es

 to
 

an
 o

n-
de

m
an

d 
tr

an
si

t n
et

w
or

k 
of

 8
 

bu
se

s.
 T

he
 c

ity
 h

as
 n

ot
 o

nl
y 

sa
ve

d 
m

on
ey

 b
ut

 a
ls

o 
re

du
ce

d 
w

ai
t t

im
es

.

Sa
ul

t 
St

e.
 M

ar
ie

In
ni

sf
il,

 B
ar

ri
e,

 
Y

or
k 

R
eg

io
n,

 
D

ur
ha

m

In
ni

sf
il 

no
w

 o
ff

er
s 

O
n 

D
em

an
d 

tr
an

si
t t

hr
ou

gh
 th

e 
U

be
r 

ap
p 

an
d 

ha
s 

a 
bo

ok
in

g 
se

rv
ic

e 
fo

r 
se

ni
or

s 
ca

lle
d 

“G
oG

oG
ra

nd
pa

re
nt

s”
. I

ts
 F

ai
r 

Tr
an

si
t P

ro
gr

am
 a

im
s 

to
 r

em
ov

e 
fin

an
ci

al
 b

ar
ri

er
s 

fo
r 

lo
w

-in
co

m
e 

ho
us

eh
ol

ds
 to

 u
se

 tr
an

si
t.

Y
R

T 
ha

s 
be

en
 w

or
ki

ng
 c

lo
se

ly
 

w
ith

 it
s 

ap
p 

pr
ov

id
er

, 
R

ou
te

m
at

ch
, t

o 
de

si
gn

 a
n 

ap
p 

to
 c

om
m

in
gl

e 
tr

ip
s 

fr
om

 d
ia

l-a
-

ri
de

 (r
ur

al
 N

or
th

) c
us

to
m

er
s 

an
d 

M
ob

ili
ty

 P
lu

s 
cu

st
om

er
s.

 
O

pt
io

ns
 in

cl
ud

e 
th

e 
ab

ili
ty

 to
 

bo
ok

 tr
ip

s 
sa

m
e 

da
y 

or
 p

re
-

bo
ok

ed
 a

nd
 th

e 
us

e 
of

 O
n 

D
em

an
d 

zo
ne

s 
(s

im
ila

r 
to

 D
R

T)
.

To
 p

ro
vi

de
 c

on
te

xt
 t

o 
cu

rr
en

t 
D

em
an

d 
R

es
po

ns
iv

e 
tr

an
si

t 
pr

ac
ti

ce
s 

an
d 

ap
pr

oa
ch

es
 b

ei
ng

 d
ep

lo
ye

d 
ac

ro
ss

 C
an

ad
a,

 t
he

 a
bo

ve
 m

ap
 h

as
be

en
 p

ro
vi

de
d,

 
su

m
m

ar
iz

in
g 

so
m

e 
of

 t
he

 k
ey

 C
an

ad
ia

n 
tr

an
si

t 
ag

en
cy

 c
om

pa
ra

to
rs

 fo
r 

co
ns

id
er

at
io

n 
by

 D
R

T,
 a

lo
ng

 w
it

h 
a 

sp
ot

lig
ht

 o
n 

ET
S,

 In
ni

sf
il 

an
d 

Sa
ul

t 
St

e.
 M

ar
ie

 
fo

r 
in

si
gh

ts
 w

hi
ch

 m
ay

 b
e 

of
 in

te
re

st
 to

 D
R

T 
in

 in
fo

rm
in

g 
ho

w
 e

xi
st

in
g 

se
rv

ic
e 

of
fe

ri
ng

s 
m

ay
 e

vo
lv

e.

52



Ju
ri

sd
ic

ti
on

al
sc

an
 r

es
ul

ts
| L

ea
di

ng
 p

ra
ct

ic
es

 fr
om

 o
th

er
 a

ge
nc

ie
s

Ev
id

en
ce

 s
ug

ge
st

s 
D

em
an

d 
Re

sp
on

si
ve

 s
er

vi
ce

 m
od

el
s 

ar
e 

qu
ic

kl
y 

ev
ol

vi
ng

 to
 p

ro
vi

de
 b

et
te

r, 
m

or
e 

ac
ce

ss
ib

le
 s

er
vi

ce

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

20

E
N

A
B

L
I

N
G

 A
C

C
E

S
S

I
B

I
L

I
T

Y
I

N
 A

U
S

T
R

A
L

I
A

W
ha

t 
is

 V
ic

to
ri

a,
 A

us
tr

al
ia

 d
oi

ng
?

•
Th

e 
st

at
e 

of
 V

ic
to

ri
a 

co
lla

bo
ra

te
d 

w
ith

 a
 3

rd
-

pa
rt

y 
ve

nd
or

 to
 c

re
at

e 
a 

D
em

an
d 

Re
sp

on
si

ve
so

lu
tio

n 
le

ve
ra

gi
ng

 v
ir

tu
al

 b
us

 s
to

ps
, g

et
-o

ff
al

er
ts

, a
nd

 p
re

-b
oo

ki
ng

 fo
r 

w
ee

ks
 a

he
ad

H
ow

 is
 t

he
 s

ol
ut

io
n 

ac
ce

ss
ib

le
 fo

r 
pa

ra
tr

an
si

t?
•

Th
e 

ap
p 

is
 o

pt
im

iz
ed

 w
ith

 s
cr

ee
n 

re
ad

in
g

fe
at

ur
es

, t
al

kb
ac

k/
vo

ic
eo

ve
r 

ca
pa

bi
lit

ie
s,

id
en

tif
ic

at
io

n 
of

 w
he

el
ch

ai
r-

ac
ce

ss
ib

le
 r

ou
te

s
an

d 
st

at
io

ns
 a

nd
 c

al
cu

la
te

s 
st

ep
-f

re
e 

ro
ut

es
•

Th
e 

ap
p 

is
 a

ls
o 

de
si

gn
ed

 w
ith

 o
pt

im
iz

ed
 m

en
us

an
d 

bu
tt

on
s 

to
 s

im
pl

ify
 th

e 
us

er
 e

xp
er

ie
nc

e

EY
 In

si
gh

t
•

D
RT

 c
an

 c
on

si
de

r 
co

m
bi

ni
ng

 S
pe

ci
al

iz
ed

se
rv

ic
es

 w
ith

in
 th

e 
O

n 
D

em
an

d 
se

rv
ic

e 
of

fe
ri

ng
an

d 
sh

ar
e 

fle
et

, o
pe

ra
to

rs
, a

nd
 b

oo
ki

ng
 th

at
in

cl
ud

es
 a

n 
ac

ce
ss

ib
le

 a
nd

 s
im

pl
e 

in
te

rf
ac

e

V
I

R
T

U
A

L
 B

U
S

 S
T

O
P

S
 I

N
Z

U
R

I
C

H
, 

S
W

I
T

Z
E

R
L

A
N

D

W
ha

t 
ar

e 
vi

rt
ua

l b
us

 s
to

ps
?

•
Zu

ri
ch

 la
un

ch
ed

 it
s 

O
n-

D
em

an
d 

se
rv

ic
e 

ca
lle

d
“P

ik
m

i”
 a

nd
 in

tr
od

uc
ed

 1
50

 v
ir

tu
al

 b
us

 s
to

ps
,

re
qu

ir
in

g 
no

 n
ew

 in
fr

as
tr

uc
tu

re
 a

nd
 o

nl
y 

th
e

sm
ar

tp
ho

ne
 a

pp
•

Pi
km

i i
s 

us
ed

 fo
r 

la
st

 m
ile

 tr
ip

s 
du

ri
ng

 la
te

r
ev

en
in

g 
ho

ur
s 

an
d 

th
e 

fa
re

 is
 in

te
gr

at
ed

 in
to

ex
is

tin
g 

tic
ke

t c
os

ts

H
ow

 h
as

 t
hi

s 
he

lp
ed

 Z
ur

ic
h?

•
A

llo
w

ed
 c

ho
ic

e 
ri

de
rs

 to
 ta

ke
 tr

an
si

t i
n

ev
en

in
gs

 a
nd

 tr
an

sp
or

te
d 

m
an

y 
pa

ss
en

ge
rs

 in
fe

w
 v

eh
ic

le
s 

to
 c

om
m

on
 d

es
tin

at
io

ns

EY
 In

si
gh

t
•

D
RT

 c
an

 e
xp

an
d 

se
rv

ic
e 

de
si

gn
 a

nd
 o

pt
im

iz
e

tr
ip

s 
by

 c
on

si
de

ri
ng

 h
ig

h-
up

ta
ke

 a
re

as
 a

nd
us

e 
vi

rt
ua

l b
us

 s
to

ps
 to

 r
ed

uc
e 

tr
av

el
 to

 e
ac

h
st

op

O
N

 D
E

M
A

N
D

 N
O

T
I

F
I

C
A

T
I

O
N

S
I

N
 M

A
D

R
I

D
, 

S
P

A
I

N

W
ha

t 
is

 M
ad

ri
d’

s 
Sm

ar
t 

B
us

 d
oi

ng
?

•
N

ot
ifi

ca
tio

ns
 a

nd
 tr

ip
 E

TA
s 

ar
e 

av
ai

la
bl

e 
in

re
al

-t
im

e 
to

 c
us

to
m

er
s 

w
ho

 h
av

e 
re

qu
es

te
d

O
n 

D
em

an
d 

se
rv

ic
e 

th
ro

ug
h 

th
e 

Sm
ar

t
M

ad
ri

d 
ap

p
•

CO
V

ID
-1

9 
sc

re
en

in
g 

pr
ot

oc
ol

s 
ar

e 
in

 p
la

ce
an

d 
di

gi
tiz

ed
 th

ro
ug

h 
an

 in
-a

pp
 w

el
ln

es
s

ch
ec

k 
fo

r 
ev

er
y 

bo
ok

in
g

•
Co

nt
ac

tle
ss

 p
ay

m
en

t v
ia

 a
pp

 is
 a

ls
o 

av
ai

la
bl

e
du

ri
ng

 b
oo

ki
ng

•
Th

e 
se

rv
ic

e 
ru

ns
 a

t n
o 

co
st

 to
 r

id
er

s 
an

d
sp

ec
ifi

ca
lly

 s
er

ve
s 

ho
sp

ita
l w

or
ke

rs
,

re
si

de
nt

s,
 a

nd
 p

at
ie

nt
s

EY
 In

si
gh

t
•

U
si

ng
 n

ot
ifi

ca
tio

ns
 a

nd
 C

O
V

ID
 s

cr
ee

ni
ng

pr
ot

oc
ol

s 
bu

ilt
 in

to
 th

e 
fu

tu
re

 D
em

an
d

Re
sp

on
si

ve
 a

pp
 c

ou
ld

 s
up

po
rt

 c
on

ta
ct

 tr
ac

in
g

an
d 

tr
an

sp
ar

en
cy

 fo
r 

ri
de

rs
’ j

ou
rn

ey
s

53



Ju
ri

sd
ic

ti
on

al
sc

an
 r

es
ul

ts
|L

ea
di

ng
 p

ra
ct

ic
es

 fr
om

 o
th

er
 a

ge
nc

ie
s

Ev
id

en
ce

 s
ug

ge
st

s 
D

em
an

d 
Re

sp
on

si
ve

 s
er

vi
ce

 m
od

el
s 

ar
e 

qu
ic

kl
y 

ev
ol

vi
ng

 to
 p

ro
vi

de
 b

et
te

r, 
m

or
e 

ac
ce

ss
ib

le
 s

er
vi

ce

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

21P
R

E
-

B
O

O
K

I
N

G
 T

R
I

P
S

 I
N

C
H

E
Y

E
N

N
E

, 
W

Y
O

M
I

N
G

H
ow

 d
oe

s 
on

-d
em

an
d 

pr
e-

bo
ok

in
g 

w
or

k?
•

Ri
de

rs
 a

re
 a

bl
e 

to
 p

re
-b

oo
k 

ri
de

rs
, s

ch
ed

ul
e

re
cu

rr
in

g 
ri

de
s 

in
 a

dv
an

ce
, a

nd
 a

ls
o 

bo
ok

 r
id

es
on

-d
em

an
d.

 T
he

 a
lg

or
ith

m
 a

na
ly

ze
s 

ro
ut

es
 in

re
al

-t
im

e 
to

 s
ch

ed
ul

e 
ad

va
nc

ed
 a

nd
 r

ea
l-t

im
e

bo
ok

in
gs

•
Th

e 
se

rv
ic

e 
ha

s 
al

so
 b

ro
ug

ht
 p

ar
at

ra
ns

it 
un

de
r

its
 O

n 
D

em
an

d 
um

br
el

la
 to

 a
llo

w
 b

oo
ki

ng
 a

nd
co

m
m

in
gl

in
g 

fo
r 

va
ri

ou
s 

se
rv

ic
es

•
Pa

ra
tr

an
si

t p
as

se
ng

er
s 

w
ith

 r
ec

ur
ri

ng
 tr

ip
s 

ar
e

co
ns

id
er

ed
 s

ub
sc

ri
be

rs
 a

nd
 a

re
 a

ls
o 

ab
le

 to
sc

he
du

le
 tr

ip
s 

48
 h

ou
rs

 a
he

ad
 o

f t
im

e

EY
 In

si
gh

t
•

Pr
e-

bo
ok

in
g 

op
tio

ns
 a

re
 p

os
si

bl
e 

th
ro

ug
h 

va
ri

ou
s

so
ft

w
ar

e 
so

lu
tio

ns
 w

hi
ch

 p
ro

vi
de

 a
 fl

ex
ib

le
ex

pe
ri

en
ce

 t
o 

m
ee

t 
us

er
s’

 n
ee

ds
 a

nd
 n

ec
es

sa
ry

in
 a

n 
in

te
gr

at
ed

 S
pe

ci
al

iz
ed

 /
 O

n 
D

em
an

d 
m

od
el

O
N

 D
E

M
A

N
D

 F
O

R
 S

E
N

I
O

R
S

I
N

 O
S

L
O

, 
N

O
R

W
A

Y

H
ow

 h
as

 O
sl

o 
us

ed
 t

ra
ns

it
 t

o 
bu

ild
 a

n 
ag

e-
fr

ie
nd

ly
 c

it
y?

•
Ru

te
r 

(O
sl

o’
s 

tr
an

si
t s

er
vi

ce
) a

nd
 a

 3
rd

–p
ar

ty
ve

nd
or

 la
un

ch
ed

 a
n 

on
-d

em
an

d,
 s

ha
re

d,
 d

oo
r-

to
-d

oo
r 

tr
an

sp
or

ta
tio

n 
se

rv
ic

e 
fo

r 
pe

op
le

 a
ge

d
67

+
•

Ru
te

r 
cr

ea
te

d 
a 

us
er

-f
ri

en
dl

y 
di

gi
ta

l b
oo

ki
ng

in
te

rf
ac

e 
ta

ilo
re

d 
to

 s
en

io
r 

us
er

s
•

Th
e 

cr
ea

tio
n 

of
 u

se
r 

pr
of

ile
s 

in
cl

ud
in

g 
fa

vo
ur

ite
lo

ca
tio

ns
 a

nd
 d

ef
au

lt 
ac

ce
ss

ib
ili

ty
 n

ee
ds

 h
as

al
lo

w
ed

 2
0%

 o
f s

en
io

rs
 to

 u
se

 th
e 

se
rv

ic
e 

w
ith

88
% 

be
in

g 
ve

ry
 s

at
is

fie
d

EY
 In

si
gh

t
•

Re
th

in
ki

ng
 th

e 
us

er
 e

xp
er

ie
nc

e 
an

d 
di

gi
ta

l
in

te
rf

ac
es

 to
 c

at
er

 to
 s

en
io

rs
 a

nd
 o

th
er

 s
pe

ci
fic

po
pu

la
tio

ns
 m

ay
 c

re
at

e 
a 

m
or

e 
cu

st
om

iz
ed

 a
nd

si
m

pl
ifi

ed
 e

xp
er

ie
nc

e 
fo

r 
ri

de
rs

A
P

P
 I

N
T

E
G

R
A

T
I

O
N

 I
N

B
E

R
L

I
N

, 
G

E
R

M
A

N
Y

W
ha

t 
di

d 
on

e 
of

 t
he

 w
or

ld
’s

 fi
rs

t 
an

d 
la

rg
es

t 
D

em
an

d 
R

es
po

ns
iv

e 
of

fe
ri

ng
 d

o?
•

Be
rl

in
’s

 fl
ee

t o
f 5

0 
ac

ce
ss

ib
le

, e
le

ct
ri

c 
va

ns
pr

ov
id

e 
se

rv
ic

e 
w

he
n 

op
tio

ns
 a

re
 li

m
ite

d
•

U
se

rs
 w

ith
ou

t a
 b

an
k 

ac
co

un
t c

an
 p

ur
ch

as
e 

ri
de

cr
ed

its
 th

ro
ug

h 
cu

st
om

er
 c

en
te

rs
 u

si
ng

 c
as

h
w

hi
le

 r
id

er
s 

w
ith

ou
t s

m
ar

tp
ho

ne
s 

ca
n 

us
e 

th
e

se
rv

ic
e 

by
 b

oo
ki

ng
 a

 r
id

e 
at

 d
es

ig
na

te
d 

ki
os

ks
 in

cu
st

om
er

 c
en

te
rs

•
Th

e 
so

lu
tio

n 
is

 in
te

gr
at

ed
 w

ith
 B

V
G

 tr
ip

 p
la

nn
in

g
ap

p 
"F

ah
ri

nf
o"

 th
ro

ug
h 

an
 A

PI
. F

ul
l i

nt
eg

ra
tio

n
al

lo
w

s 
Be

rl
kö

ni
g 

to
 p

op
 u

p 
as

 a
n 

op
tio

n 
du

ri
ng

re
du

ce
d 

se
rv

ic
e 

an
d 

re
-r

ou
te

s 
to

 B
er

lk
ön

ig
 a

pp

EY
 In

si
gh

t
•

In
te

gr
at

in
g 

th
e 

D
RT

 O
n 

D
em

an
d 

ap
p 

w
ith

 th
e

Tr
an

si
t a

pp
 is

 a
lr

ea
dy

 b
ei

ng
 d

on
e 

–
ex

pa
nd

in
g

pa
ym

en
t o

pt
io

ns
 fo

r 
ri

de
rs

 w
ith

ou
t b

an
k

ac
co

un
ts

 o
r 

sm
ar

tp
ho

ne
s 

co
ul

d 
be

 e
xp

lo
re

d

54



Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

22D
es

ig
n 

pr
in

ci
pl

es

55



D
es

ig
n 

pr
in

ci
pl

es
Se

ve
ra

l p
ri

nc
ip

le
s 

w
er

e 
us

ed
 to

 g
ui

de
 th

e 
de

si
gn

 o
f t

he
 fu

tu
re

 s
ta

te
 s

er
vi

ce
 d

el
iv

er
y 

m
od

el
 fo

r 
D

em
an

d 
Re

sp
on

si
ve

 tr
an

si
t

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

23

W
ha

t 
ar

e 
th

ey
?

►
D

es
ig

n 
pr

in
ci

pl
es

 a
re

 g
ov

er
ni

ng
 q

ua
lit

ie
s 

of
 a

 p
ro

du
ct

 o
r 

se
rv

ic
e 

th
at

, w
he

n
ad

he
re

d 
to

, p
ro

vi
de

 c
us

to
m

er
s 

w
ith

 a
 c

on
si

st
en

t e
xp

er
ie

nc
e 

in
 in

te
ra

ct
in

g
w

ith
 it

►
Th

ey
 a

re
 in

fo
rm

ed
 b

y 
D

RT
’s

 s
tr

at
eg

y,
 s

ta
te

d 
pr

io
ri

tie
s,

 a
nd

 d
es

ire
d 

ou
tc

om
es

of
 p

ro
vi

di
ng

 a
n 

in
te

gr
at

ed
, p

er
so

na
liz

ed
 a

nd
 fl

ex
ib

le
 d

em
an

d 
re

sp
on

si
ve

se
rv

ic
e 

to
 c

us
to

m
er

s

H
ow

 h
av

e 
th

ey
 b

ee
n 

us
ed

?

►
A

 s
et

 o
f t

en
 d

es
ig

n 
pr

in
ci

pl
es

 w
er

e 
de

ve
lo

pe
d 

an
d 

pr
io

ri
tiz

ed
 a

cc
or

di
ng

 to
re

la
tiv

e 
im

po
rt

an
ce

 w
ith

 in
pu

t f
ro

m
 th

e 
D

RT
 te

am
 a

nd
 le

ad
er

sh
ip

►
‘C

us
to

m
er

-c
en

tr
ic

’, 
‘e

qu
ita

bl
e 

ac
ce

ss
’, 

an
d 

‘s
tr

at
eg

ic
 a

lig
nm

en
t’ 

w
er

e
co

ns
id

er
ed

 to
 b

e 
th

e 
m

os
t i

m
po

rt
an

t p
ri

nc
ip

le
s 

of
 a

 p
ro

po
se

d 
m

od
el

►
Th

e 
de

si
gn

 p
ri

nc
ip

le
s 

w
er

e 
us

ed
 to

 g
ui

de
 th

e 
co

ns
tr

uc
tio

n 
of

 th
e 

fu
tu

re
 s

ta
te

se
rv

ic
e 

de
liv

er
y 

m
od

el
 fo

r 
D

em
an

d 
Re

sp
on

si
ve

 tr
an

si
t

56



D
es

ig
n 

pr
in

ci
pl

es
Th

e 
fu

tu
re

 s
ta

te
 m

od
el

 fo
r 

D
em

an
d 

Re
sp

on
si

ve
 s

er
vi

ce
 w

as
 d

es
ig

ne
d 

w
ith

 e
m

ph
as

is
 o

n 
ad

he
ri

ng
 to

 th
e 

to
p 

th
re

e 
pr

in
ci

pl
es

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

241
C

us
to

m
er

-c
en

tr
ic

: T
o 

co
m

m
it 

to
 tr

an
si

tio
n 

fr
om

 a
 tr

ad
iti

on
al

 a
nd

 tr
an

sa
ct

io
na

l t
ra

ns
it 

se
rv

ic
e 

of
fe

ri
ng

 to
 o

ne
 th

at
 fl

ex
ib

ly
 m

ee
ts

 c
us

to
m

er
 

ne
ed

s,
 a

llo
w

in
g 

fo
r 

eq
ui

ta
bl

e 
an

d 
ac

ce
ss

ib
le

 m
ob

ili
ty

2
Eq

ui
ta

bl
e 

A
cc

es
s:

 T
o 

fo
cu

s 
on

 p
ro

vi
di

ng
 e

ve
ry

on
e 

th
e 

ri
gh

t t
o 

tr
av

el
 e

ff
ic

ie
nt

ly
, c

om
pe

tit
iv

el
y,

 in
 c

om
pl

ia
nc

e 
of

 A
O

D
A

 a
nd

 r
eg

ar
dl

es
s 

of
 

di
ff

er
in

g 
in

di
vi

du
al

 a
bi

lit
ie

s,
 s

oc
io

ec
on

om
ic

s 
fa

ct
or

s,
 o

r 
ac

ce
ss

 t
o 

m
ob

ile
 te

ch
no

lo
gy

3
St

ra
te

gi
c 

A
lig

nm
en

t:
 T

o 
fa

ci
lit

at
e 

th
e 

ac
hi

ev
em

en
t o

f s
tr

at
eg

ic
 o

bj
ec

tiv
es

 a
nd

 K
PI

s 
se

t o
ut

 in
 th

e 
D

ur
ha

m
 R

eg
io

n 
St

ra
te

gi
c 

Pl
an

 a
nd

 o
th

er
 k

ey
 

st
ra

te
gi

c 
in

iti
at

iv
es

 (e
.g

. s
uc

h 
as

 th
e

m
yD

ur
ha

m
 In

te
lli

ge
nt

 C
om

m
un

iti
es

 P
la

n 
an

d 
th

e 
Co

rp
or

at
e 

Cl
im

at
e 

A
ct

io
n 

Pl
an

)

Supporting

Ef
fic

ie
nc

y:
 T

o 
m

in
im

iz
e 

us
e 

of
 li

m
ite

d 
re

so
ur

ce
s 

to
 p

ro
vi

de
 a

 c
on

si
st

en
t,

 r
ep

ea
ta

bl
e 

se
rv

ic
e 

w
ith

 li
tt

le
 ‘w

as
te

’ a
nd

 fe
w

 e
xc

ep
tio

ns
 to

 s
ta

nd
ar

d 
pr

ac
tic

e 
or

 d
el

iv
er

y 
ap

pr
oa

ch

V
al

ue
 fo

r 
In

ve
st

m
en

t:
 T

o 
m

ax
im

iz
e 

th
e 

qu
al

ity
 a

nd
 e

xt
en

t o
f s

er
vi

ce
s 

pr
ov

id
ed

 r
el

at
iv

e 
to

 th
e 

co
st

 to
 c

us
to

m
er

s,
 r

es
id

en
ts

, D
RT

, a
nd

 o
th

er
 

or
de

rs
 o

f g
ov

er
nm

en
t w

ho
 c

on
tr

ib
ut

e 
fu

nd
in

g 
in

 s
up

po
rt

 o
f p

ub
lic

 tr
an

si
t

Sa
fe

ty
 a

nd
 W

el
lb

ei
ng

: T
o 

p r
om

ot
e 

th
e 

ph
ys

ic
al

 a
nd

 m
en

ta
l s

af
et

y 
an

d 
w

el
lb

ei
ng

 o
f a

ll 
st

ak
eh

ol
de

rs
 w

ho
 in

te
ra

ct
 w

ith
 D

RT
 s

er
vi

ce
s 

fr
om

 th
e 

pu
bl

ic
 a

nd
 c

us
to

m
er

s 
to

 e
m

pl
oy

ee
s 

an
d 

co
nt

ra
ct

or
s

Em
pl

oy
ee

-c
en

tr
ic

: T
o 

pl
ac

e 
st

af
f a

nd
 e

m
pl

oy
ee

s 
at

 th
e 

ce
nt

er
 o

f b
us

in
es

s 
tr

an
sf

or
m

at
io

n 
by

 c
on

tin
uo

us
ly

 e
va

lu
at

in
g 

w
or

kf
or

ce
 n

ee
ds

 a
nd

 
dr

iv
in

g 
th

e 
ev

ol
ut

io
n 

of
 p

ro
ce

ss
es

, t
as

ks
, r

ol
es

, r
es

po
ns

ib
ili

tie
s,

 s
tr

uc
tu

re
, a

nd
 e

m
pl

oy
ee

 s
up

po
rt

s 
to

 p
ur

po
se

ly
 a

dd
re

ss
 th

os
e 

ne
ed

s

Fl
ex

ib
ili

ty
: T

o 
pr

ov
id

e 
a 

hi
gh

 d
eg

re
e 

of
 o

rg
an

iz
at

io
na

l a
gi

lit
y 

an
d 

ni
m

bl
en

es
s 

re
qu

ir
ed

 to
 r

es
po

nd
 to

 fu
tu

re
 b

us
in

es
s 

an
d 

cu
st

om
er

 n
ee

ds
, s

uc
h 

as
 b

y 
us

in
g 

op
en

 s
ou

rc
e 

te
ch

no
lo

gi
es

, f
le

xi
bl

e 
co

nt
ra

ct
 te

rm
s,

 u
se

 o
f e

xt
er

na
l r

es
ou

rc
es

, e
tc

.

D
at

a 
dr

iv
en

: T
o 

ut
i li

ze
 d

at
a 

ga
th

er
ed

 fr
om

 in
te

rn
al

 a
nd

 e
xt

er
na

l s
ou

rc
es

 to
 d

er
iv

e 
in

si
gh

ts
 v

al
ua

bl
e 

to
 im

pr
ov

in
g 

se
rv

ic
e 

de
liv

er
y 

an
d 

cu
st

om
er

 
sa

tis
fa

ct
io

n

In
no

va
ti

ve
: T

o 
e n

co
ur

ag
e 

an
 e

nv
ir

on
m

en
t o

f e
xp

er
im

en
ta

tio
n 

in
 w

ha
t a

nd
 h

ow
 s

er
vi

ce
s 

ar
e 

pr
ov

id
ed

, a
s 

a 
m

ea
ns

 o
f k

ee
pi

ng
 D

RT
 ‘a

he
ad

 o
f t

he
cu

rv
e’

 a
nd

 a
 le

ad
er

 a
m

on
gs

t i
ts

 c
om

pa
ra

to
r 

or
ga

ni
za

tio
ns

57



Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

25Fu
tu

re
 s

ta
te

re
co

m
m

en
da

tio
ns

58



O
ve

rv
ie

w
 o

f f
ut

ur
e 

st
at

e 
re

co
m

m
en

da
tio

ns
Re

co
m

m
en

da
tio

ns
 h

av
e 

be
en

 d
ev

el
op

ed
 to

 a
lig

n 
to

 th
e 

fiv
e 

ar
ea

s 
of

 o
pp

or
tu

ni
ty

 id
en

tif
ie

d 
vi

a 
th

e 
cu

rr
en

t s
ta

te
 a

ss
es

sm
en

t

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

26

 

1
Se

rv
ic

e 
D

el
iv

er
y 

&
 

O
pe

ra
ti

on
s

“W
ha

t s
er

vi
ce

s 
w

e 
pr

ov
id

e 
an

d 
ho

w
 w

e 
de

liv
er

 th
em

”

2
C

ul
tu

re
 &

 
C

ol
la

bo
ra

ti
on

“H
ow

 w
e 

w
or

k 
to

ge
th

er
 t

o 
de

liv
er

 
cu

st
om

er
-c

en
tr

ic
 s

er
vi

ce
”

3
Te

ch
no

lo
gy

 &
 

A
na

ly
ti

cs

“W
ha

t t
oo

ls
 e

na
bl

e 
ou

r 
w

or
k 

an
d

un
de

rs
ta

nd
in

g 
of

 c
us

to
m

er
s”

4
Ex

te
rn

al
 C

om
m

s 
&

 
Ed

uc
at

io
n

“H
ow

 w
e 

m
ea

ni
ng

fu
lly

 c
on

ne
ct

 
w

ith
 e

xt
er

na
l s

ta
ke

ho
ld

er
s”

5
St

ra
te

gy
 &

 K
ey

P
ar

tn
er

sh
ip

s

“H
ow

 w
e 

po
si

tio
n 

an
d 

en
ab

le
 

ou
r 

se
rv

ic
es

 to
 d

el
iv

er
 v

al
ue

”

 CURRENT 
STATE FINDINGS

Fo
r 

a 
m

or
e 

se
am

le
ss

, 
in

cl
us

iv
e 

cu
st

om
er

 
ex

pe
ri

en
ce

, D
RT

 c
an

 e
xt

en
d 

ex
is

tin
g 

bo
ok

in
g 

an
d 

sc
he

du
lin

g 
ca

pa
bi

lit
ie

s 
to

 
cu

rr
en

t c
us

to
m

er
s 

of
 

Sp
ec

ia
liz

ed
 s

er
vi

ce
.

To
 in

cr
ea

se
 s

er
vi

ce
 q

ua
lit

y,
 

D
RT

 w
ou

ld
 b

en
ef

it 
fr

om
 

bu
ild

in
g 

co
nt

ra
ct

 
m

an
ag

em
en

t s
ki

lls
 a

nd
 

ca
pa

ci
ty

 to
 b

et
te

r 
gu

id
e 

3rd
-

pa
rt

y 
op

er
at

or
s.

M
or

e 
ef

fe
ct

iv
e,

 tw
o-

w
ay

 
c h

an
ne

ls
 o

f c
om

m
un

ic
at

io
n 

an
d 

fe
ed

ba
ck

 a
re

 n
ee

de
d 

to
 

en
ha

nc
e 

co
or

di
na

tio
n 

an
d 

co
ns

is
te

nc
y 

of
 h

ow
 D

RT
 s

er
vi

ce
 

of
fe

ri
ng

s 
ar

e 
m

es
sa

ge
d 

an
d 

un
de

rs
to

od
. 

D
es

pi
te

 r
ec

en
t o

rg
an

iz
at

io
na

l 
ch

an
ge

s,
 th

er
e 

co
nt

in
ue

s 
to

 b
e 

va
lu

e 
in

 b
re

ak
in

g 
do

w
n 

si
lo

es
, 

cr
os

s-
tr

ai
ni

ng
, a

nd
 k

no
w

le
dg

e 
sh

ar
in

g 
ac

ro
ss

 th
e 

bu
si

ne
ss

.

Th
er

e 
ar

e 
lim

ita
tio

ns
 to

 th
e 

qu
al

ity
 o

f c
us

to
m

er
, f

in
an

ci
al

, 
an

d 
op

er
at

io
na

l d
at

a 
th

at
 c

an
 

be
 e

xt
ra

ct
ed

 fr
om

 D
RT

’s
 

ex
is

tin
g 

su
ite

 o
f t

ec
hn

ol
og

y 
to

ol
s 

an
d 

so
lu

tio
ns

, w
hi

ch
 

re
su

lt
in

 s
ig

ni
fic

an
t m

an
ua

l 
ef

fo
rt

 to
 d

er
iv

e 
m

ea
ni

ng
fu

l 
in

si
gh

ts
. 3

rd
-p

ar
ty

 d
at

a 
is

 
la

rg
el

y 
tr

an
sa

ct
io

na
l a

nd
 

m
an

ua
lly

 c
om

pi
le

d,
 a

na
ly

ze
d 

an
d 

re
po

rt
ed

 o
n.

In
cr

ea
se

d 
pu

bl
ic

 a
nd

 ta
rg

et
ed

 
en

ga
ge

m
en

t 
is

 n
ee

de
d 

to
 

in
fo

rm
 th

e 
de

si
gn

 o
f a

 
se

am
le

ss
ly

 in
te

gr
at

ed
, 

in
cl

us
iv

e 
D

em
an

d 
Re

sp
on

si
ve

 
se

rv
ic

e 
of

fe
ri

ng
.

W
hi

le
 D

RT
 p

la
ns

 to
 r

ef
re

sh
 

br
an

di
ng

 a
t t

he
 s

am
e 

tim
e,

 a
 

re
la

tiv
el

y 
la

rg
er

 e
ff

or
t w

ill
 

ne
ed

 to
 b

e 
ex

pe
nd

ed
 o

n 
ed

uc
at

in
g 

be
ne

fic
ia

ri
es

 o
f t

he
 

se
rv

ic
e 

on
 th

e 
ne

w
 o

ff
er

in
g.

Fu
rt

he
r 

w
or

k 
ca

n 
be

 d
on

e 
to

 
ar

tic
ul

at
e 

th
e 

vi
si

on
 a

nd
 

st
ra

te
gi

c 
ob

je
ct

iv
es

 fo
r 

th
e 

fu
tu

re
 o

f D
em

an
d 

Re
sp

on
si

ve
 

tr
an

si
t,

 in
cl

ud
in

g 
w

ha
t s

pe
ci

fic
 

in
iti

at
iv

es
 a

nd
 K

PI
s 

sh
ou

ld
 b

e 
us

ed
 to

 m
ea

su
re

 th
e 

su
cc

es
s 

of
 th

e 
se

rv
ic

e 
fo

r 
bo

th
 D

RT
 a

nd
 

ke
y 

pa
rt

ne
rs

.

FUTURE STATE 
RECOMMENDATIONS

Fu
rt

he
r 

in
te

gr
at

e 
Sp

ec
ia

liz
ed

 
an

d 
O

n 
D

em
an

d 
se

rv
ic

es
 

sc
he

du
lin

g,
 b

oo
ki

ng
, d

is
pa

tc
h,

 
an

d 
cu

st
om

er
 s

up
po

rt
. S

et
 

cl
ea

r 
3rd

-p
ar

ty
 c

on
tr

ac
t s

er
vi

ce
 

m
et

ri
cs

 a
nd

 c
on

tin
ue

 to
 in

ve
st

 
in

 p
hy

si
ca

l i
nf

ra
st

ru
ct

ur
e.

Ex
am

in
e 

ex
is

tin
g 

w
or

kf
or

ce
 

co
m

m
un

ic
at

io
n 

ch
an

ne
ls

 a
nd

 
to

ol
s 

fo
r 

ef
fe

ct
iv

en
es

s,
 in

ve
st

 
in

 c
ro

ss
-t

ra
in

in
g,

 a
nd

 
im

pl
em

en
t 

ne
w

 fe
ed

ba
ck

 
m

ec
ha

ni
sm

s 
to

 d
ri

ve
 o

ng
oi

ng
 

di
al

og
ue

 a
nd

 im
pr

ov
em

en
ts

.

Ca
re

fu
lly

 c
on

si
de

r 
in

ve
st

m
en

ts
 in

 te
ch

no
lo

gi
es

 
an

d 
re

so
ur

ce
s 

th
at

 e
na

bl
e 

CR
M

, w
or

kf
or

ce
 m

an
ag

em
en

t,
 

an
d 

an
al

yt
ic

s 
w

hi
le

 
ne

go
tia

tin
g 

fo
r 

be
tt

er
 a

cc
es

s 
to

 3
rd

-p
ar

ty
 d

at
a.

En
ga

ge
 s

ta
ke

ho
ld

er
s 

to
 a

ss
es

s 
th

e 
pr

op
os

ed
 fu

tu
re

 s
ta

te
 

m
od

el
 a

nd
 d

es
ig

n 
fo

r 
de

m
an

d 
re

sp
on

si
ve

 tr
an

si
t.

 A
llo

w
 ti

m
e 

to
 r

ol
l o

ut
 e

du
ca

tio
n 

al
on

gs
id

e 
m

ar
ke

tin
g 

ca
m

pa
ig

ns
 a

nd
 

re
br

an
di

ng
 e

ff
or

ts
. 

Es
ta

bl
is

h 
th

e 
“O

ne
 D

RT
” 

st
ra

te
gy

 w
ith

 u
nd

er
ly

in
g 

ob
je

ct
iv

es
 a

nd
 K

PI
s,

 w
hi

le
 

st
re

ng
th

en
in

g 
cr

os
s-

bo
un

da
ry

 
pa

rt
ne

r 
co

lla
bo

ra
tio

n 
an

d 
em

be
dd

in
g 

so
ci

al
 e

qu
ity

 
pr

in
ci

pl
es

 in
to

 d
el

iv
er

y.

59



Fu
tu

re
 s

ta
te

 r
ec

om
m

en
da

ti
on

s 
|S

er
vi

ce
 d

el
iv

er
y 

an
d 

op
er

at
io

ns

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

27

R
EC

A
P

P
R

O
G

R
E

S
S

 T
O

D
A

T
E

D
RT

 p
ro

vi
de

s 
10

0%
 s

er
vi

ce
 c

ov
er

ag
e,

 is
 la

un
ch

in
g 

24
/7

 s
er

vi
ce

 in
 th

e 
Fa

ll,
 o

w
ns

 a
 fu

lly
 a

cc
es

si
bl

e 
fle

et
, a

nd
 

co
nt

in
ue

s 
to

 s
ee

 in
cr

ea
se

s 
in

 b
ot

h 
se

rv
ic

e 
de

m
an

d 
an

d 
us

e 
of

 P
RE

ST
O

 c
ar

d 
pa

ym
en

t.

C
U

R
R

E
N

T
 S

T
A

T
E

F
IN

D
IN

G
S

Fo
r 

a 
m

or
e 

se
am

le
ss

, i
nc

lu
si

ve
 c

us
to

m
er

 e
xp

er
ie

nc
e,

 D
RT

 c
an

 e
xt

en
d 

ex
is

tin
g 

bo
ok

in
g 

an
d 

sc
he

du
lin

g 
ca

pa
bi

lit
ie

s 
to

 
cu

rr
en

t c
us

to
m

er
s 

of
 S

pe
ci

al
iz

ed
 s

er
vi

ce
. T

o 
in

cr
ea

se
 s

er
vi

ce
 q

ua
lit

y,
 D

RT
 w

ou
ld

 b
en

ef
it 

fr
om

 b
ui

ld
in

g 
co

nt
ra

ct
 

m
an

ag
em

en
t s

ki
lls

 a
nd

 c
ap

ac
ity

 to
 b

et
te

r 
gu

id
e 

3rd
-p

ar
ty

 o
pe

ra
to

rs
.

F
U

T
U

R
E

 S
T

A
T

E
 

R
E

C
O

M
M

E
N

D
A

T
IO

N
S

F1
.1

 A
dj

us
t 

se
rv

ic
e 

de
liv

er
y 

an
d 

bo
ok

in
g 

ca
pa

bi
lit

ie
s 

to
 in

te
gr

at
e 

Sp
ec

ia
liz

ed
 S

er
vi

ce
s 

an
d 

O
n 

D
em

an
d 

bo
ok

in
g 

an
d 

al
lo

w
 fo

r 
bo

th
 a

dv
an

ce
 b

oo
ki

ng
 fo

r 
al

l 
se

rv
ic

e 
ty

pe
s

F1
.2

 M
or

e 
ro

bu
st

 c
on

tr
ac

t 
m

an
ag

em
en

t,
 s

tr
ea

m
lin

ed
 

op
er

at
io

na
l p

ro
ce

ss
es

, a
nd

 im
pr

ov
ed

 in
te

gr
at

io
n 

of
 

3rd
-p

ar
ty

 o
pe

ra
to

rs
 w

it
h 

D
R

T 
em

pl
oy

ed
 o

pe
ra

to
rs

 t
o 

dr
iv

e 
a 

“O
ne

 D
R

T”
 e

xp
er

ie
nc

e

F1
.3

 C
on

ti
nu

e 
m

ai
nt

en
an

ce
 a

nd
 im

pr
ov

em
en

ts
 o

f b
us

 
st

op
s.

 S
pe

ci
fic

 a
tt

en
ti

on
 p

ai
d 

to
 c

ro
ss

-b
ou

nd
ar

y 
tr

an
sf

er
 p

oi
nt

s 
to

 m
ax

im
iz

e 
co

m
fo

rt
 /

 c
oo

rd
in

at
e 

w
it

h 
ot

he
r 

au
th

or
it

ie
s 

to
 m

in
im

iz
e 

tr
an

sf
er

 t
im

es
, 

es
pe

ci
al

ly
 fo

r 
th

os
e 

w
it

h 
di

sa
bi

lit
ie

s

IM
P

L
E

M
E

N
T

A
T

IO
N

 A
C

T
IO

N
S

A
.

En
su

re
 t

he
 n

ew
 in

te
gr

at
ed

 a
pp

 a
llo

w
s 

fo
r 

ad
va

nc
e 

bo
ok

in
g 

re
qu

ir
ed

 t
o 

co
nt

in
ue

 t
o 

se
rv

e
su

bs
cr

ip
ti

on
 r

es
er

va
ti

on
s 

fo
r 

el
ig

ib
le

 c
us

to
m

er
s 

an
d 

cu
st

om
er

s 
re

qu
ir

in
g 

do
or

-t
o-

do
or

 s
er

vi
ce

(t
he

re
fo

re
 o

pe
ra

ti
on

al
ly

, t
he

re
 is

 e
no

ug
h 

ti
m

e 
to

 r
es

er
ve

 a
 p

ar
ti

cu
la

r 
ve

hi
cl

e)
B

.
C

om
bi

ne
 d

is
pa

tc
hi

ng
 r

es
ou

rc
es

 u
nd

er
 o

ne
 t

ea
m

 fo
r 

al
l s

er
vi

ce
 t

yp
es

; c
om

bi
ne

 fi
el

d/
m

ob
ile

su
pe

rv
is

io
n 

(r
ou

te
 m

an
ag

em
en

t)
 t

as
ks

 u
nd

er
 o

ne
 t

ea
m

C
.

A
dd

 a
dd

it
io

na
l d

ed
ic

at
ed

 c
on

tr
ac

t 
m

an
ag

em
en

t 
/ 

pe
rf

or
m

an
ce

 m
an

ag
em

en
t 

sp
ec

ia
lis

t(
s)

D
.

In
st

it
ut

e 
‘r

id
e-

al
on

g’
 in

sp
ec

ti
on

 p
ro

ce
ss

 a
lo

ng
 r

ou
te

s 
or

 w
it

hi
n 

zo
ne

s
E.

A
ss

es
s 

fe
as

ib
ili

ty
 o

f o
n-

ro
ut

e 
op

er
at

or
 c

he
ck

-in
s 

w
he

re
 t

im
el

in
es

s,
 d

re
ss

 c
od

e 
co

nf
or

m
it

y,
 b

us
cl

ea
nl

in
es

s,
 a

nd
 a

ll 
ot

he
r 

op
er

at
or

 s
ta

nd
ar

ds
 a

re
 e

ns
ur

ed
 b

y 
su

pe
rv

is
or

F.
Id

en
ti

fy
 t

he
 h

ig
he

st
 u

se
/p

ro
bl

em
at

ic
 b

us
 s

to
ps

 (t
hr

ou
gh

 c
ur

re
nt

 O
n 

D
em

an
d 

da
ta

 a
nd

 fe
ed

ba
ck

fr
om

 s
pe

ci
al

iz
ed

 s
er

vi
ce

 o
pe

ra
to

rs
 a

nd
 c

us
to

m
er

s)
 t

o 
pr

io
ri

ti
ze

 c
ap

it
al

 im
pr

ov
em

en
ts

 fo
r

in
cl

us
io

n 
in

 t
he

 D
ur

ha
m

 R
eg

io
n 

C
ap

it
al

 P
la

n 
an

d 
A

cc
es

si
bi

lit
y 

Pl
an

G
.

C
on

du
ct

 a
 h

ig
h-

le
ve

l a
cc

es
si

bi
lit

y 
au

di
t 

of
 fr

eq
ue

nt
 t

ri
p 

ge
ne

ra
ti

ng
 lo

ca
ti

on
s 

to
 id

en
ti

fy
 p

hy
si

ca
l

an
d 

lo
gi

st
ic

al
 b

ar
ri

er
s 

fo
r 

op
er

at
or

s 
an

d 
cu

st
om

er
s

H
.

R
ev

ie
w

 fi
na

nc
ia

l m
od

el
 o

nc
e 

se
rv

ic
e 

m
od

el
 is

 s
ta

bl
e

60



Fu
tu

re
 s

ta
te

 r
ec

om
m

en
da

ti
on

s 
|C

ul
tu

re
an

d 
co

lla
bo

ra
tio

n

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

28

R
EC

A
P

P
R

O
G

R
E

S
S

 T
O

D
A

T
E

C
U

R
R

E
N

T
 S

T
A

T
E

F
IN

D
IN

G
S

M
or

e 
ef

fe
ct

iv
e 

2-
w

ay
 c

ha
nn

el
s 

of
 c

om
m

un
ic

at
io

n 
ar

e 
ne

ed
ed

 to
 e

nh
an

ce
 h

ow
 D

RT
 s

er
vi

ce
 o

ff
er

in
gs

 a
re

 m
es

sa
ge

d 
an

d 
un

de
rs

to
od

. D
es

pi
te

 r
ec

en
t c

ha
ng

es
, b

re
ak

in
g 

si
lo

es
, c

ro
ss

-t
ra

in
in

g,
 a

nd
 k

no
w

le
dg

e 
sh

ar
in

g 
ac

ro
ss

 th
e 

bu
si

ne
ss

 is
 k

ey

Th
e 

ro
ll-

ou
t o

f O
n 

D
em

an
d 

se
rv

ic
e 

ha
s 

re
su

lte
d 

in
 a

n 
ap

pe
tit

e 
fo

r 
m

or
e 

co
lla

bo
ra

tio
n 

an
d 

tr
ai

ni
ng

. L
eg

ac
y 

w
ay

s 
of

 
w

or
ki

n g
 a

nd
 s

tr
uc

tu
re

 a
re

 d
ri

vi
ng

 a
 r

el
at

iv
el

y 
si

lo
ed

 a
pp

ro
ac

h 
to

 s
er

vi
ce

, r
ed

uc
in

g 
or

ga
ni

za
tio

na
l a

gi
lit

y.
 3

rd
-p

ar
ty

 
co

nt
ra

ct
or

s 
w

ho
 d

el
iv

er
 a

 c
om

po
ne

nt
 o

f O
n 

D
em

an
d 

se
rv

ic
e 

ar
e 

vi
ew

ed
 a

s 
m

em
be

rs
 o

f t
he

 s
er

vi
ce

 d
el

iv
er

y 
te

am
.

F
U

T
U

R
E

 S
T

A
T

E
 

R
E

C
O

M
M

E
N

D
A

T
IO

N
S

F2
.1

 E
st

ab
lis

h 
a 

cl
ea

r 
pl

an
 fo

r 
“O

ne
 D

R
T”

 a
cr

os
s 

th
e 

or
ga

ni
za

ti
on

, e
m

ph
as

iz
in

g 
in

te
gr

at
ed

 b
oo

ki
ng

, 
di

sp
at

ch
, a

nd
 fl

ee
t 

m
an

ag
em

en
t

F2
.2

 D
ri

ve
 b

uy
-in

 fo
r 

O
ne

 D
R

T 
th

ro
ug

h 
a 

co
m

pr
eh

en
si

ve
 a

nd
 t

ra
ns

pa
re

nt
 in

te
rn

al
 c

ha
ng

e 
m

an
ag

em
en

t 
st

ra
te

gy
 c

en
tr

ed
 o

n 
ac

ti
on

ab
le

 g
oa

ls
 

an
d 

de
fin

ed
 r

es
po

ns
ib

ili
ti

es
 t

ha
t 

ar
e 

fo
cu

se
d 

on
 

en
ha

nc
in

g 
us

er
 e

xp
er

ie
nc

e

F2
.3

 C
ro

ss
-t

ra
in

 a
ll 

cu
st

om
er

 s
er

vi
ce

 a
nd

 d
is

pa
tc

h 
te

am
s,

 in
cl

ud
in

g 
m

ob
ile

 s
up

er
vi

so
rs

, i
n 

ac
co

rd
an

ce
 

w
it

h 
an

 in
te

gr
at

ed
 O

ne
 D

R
T 

se
rv

ic
e 

of
fe

ri
ng

, c
en

tr
ed

 
ar

ou
nd

 t
he

 c
us

to
m

er
 e

xp
er

ie
nc

e

IM
P

L
E

M
E

N
T

A
T

IO
N

 A
C

T
IO

N
S

A
.

En
ga

ge
 s

ta
ff

 in
 a

 s
ur

ve
y 

(p
ro

vi
de

 a
n 

in
ce

nt
iv

e 
an

d 
re

co
gn

it
io

n 
fo

r 
pa

rt
ic

ip
at

io
n)

 in
 fo

rm
ul

at
in

g 
th

e
“O

ne
 D

R
T”

 v
is

io
n 

an
d 

w
ha

t 
cu

st
om

er
 s

er
vi

ce
 m

ea
ns

 t
o 

th
em

 a
nd

 p
re

fe
rr

ed
 c

om
m

s 
ch

an
ne

ls
; h

av
e

le
ad

er
sh

ip
 a

nn
ou

nc
e 

th
e 

re
su

lt
s 

(v
is

io
n,

 k
ey

 m
es

sa
ge

s,
 e

tc
.)

 t
o 

bu
ild

 e
xc

it
em

en
t 

fo
r 

ch
an

ge
s

B
.

D
ev

el
op

 O
ne

 D
R

T 
C

ul
tu

re
 B

lu
ep

ri
nt

 (s
ho

ul
d 

in
cl

ud
e 

th
e 

co
re

 v
al

ue
s 

an
d 

w
ha

t 
O

ne
 D

R
T 

be
ha

vi
ou

rs
in

 a
ct

io
n 

lo
ok

 li
ke

 w
it

h 
ex

am
pl

es
 r

el
ev

an
t 

to
 e

ac
h 

fu
nc

ti
on

)
C

.
D

ev
el

op
 S

er
vi

ce
 D

el
iv

er
y 

G
ui

de
 (f

or
 in

te
rn

al
 u

se
 b

y 
D

R
T)

 a
nd

 C
us

to
m

er
 C

ha
rt

er
(in

te
rn

al
/e

xt
er

na
l)

D
.

To
 s

up
po

rt
 c

ha
ng

e 
m

an
ag

em
en

t 
ef

fo
rt

s,
 e

m
ba

rk
 o

n 
ro

bu
st

 e
m

pl
oy

ee
 a

nd
 p

ar
tn

er
 e

ng
ag

em
en

t
pr

og
ra

m
, i

nv
ol

vi
ng

 o
rg

an
iz

at
io

n-
w

id
e 

ca
lls

, t
ow

nh
al

ls
, b

ul
le

ti
ns

, c
ha

rt
er

 r
el

ea
se

, e
tc

.
E.

R
ef

re
sh

/R
ea

lig
n 

po
lic

ie
s 

an
d 

pr
oc

es
se

s 
th

at
 d

ea
l w

it
h 

cu
st

om
er

 in
te

rf
ac

es
 a

nd
/o

r
sa

fe
ty

/w
el

lb
ei

ng
F.

Le
ve

ra
ge

 t
he

 R
eg

io
n’

s 
H

R
 t

ea
m

 (w
it

h 
L&

D
 e

xp
er

ti
se

) a
nd

 c
om

m
it

 r
es

ou
rc

es
 t

o 
ch

an
ge

m
an

ag
em

en
t

G
.

D
ev

el
op

 t
ra

in
in

g 
m

at
er

ia
ls

 (e
.g

. s
er

vi
ce

 o
ff

er
in

g 
in

fo
rm

at
io

n,
 ‘w

ha
t’

s 
ch

an
gi

ng
’, 

ne
w

pr
oc

ed
ur

es
/p

ol
ic

ie
s,

 c
us

to
m

er
 s

er
vi

ce
 s

cr
ip

ts
, e

tc
.)

; d
el

iv
er

 v
ia

 a
 c

om
bi

na
ti

on
 o

f i
n-

pe
rs

on
, e

-
le

ar
ni

ng
s,

 d
ig

it
al

 d
is

pl
ay

s 
in

 t
he

 g
ar

ag
e,

 le
ar

ni
ng

 b
it

es
 in

 b
ul

le
ti

ns
, e

tc
.

H
.

Tr
ai

n/
C

ro
ss

-t
ra

in
 w

or
kf

or
ce

 o
n 

ne
w

 a
pp

, p
ro

ce
ss

es
/p

ol
ic

ie
s,

 a
nd

 in
te

gr
at

ed
 c

us
to

m
er

 s
er

vi
ce

ap
pr

oa
ch

61



Fu
tu

re
 s

ta
te

 r
ec

om
m

en
da

ti
on

s 
|T

ec
hn

ol
og

y 
an

d 
an

al
yt

ic
s

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

29

R
EC

A
P

P
R

O
G

R
E

S
S

 T
O

D
A

T
E

C
U

R
R

E
N

T
 S

T
A

T
E

F
IN

D
IN

G
S

Cu
st

om
er

 a
nd

 o
pe

ra
tio

na
l d

at
a 

ar
e 

lim
ite

d 
by

 D
RT

’s
 e

xi
st

in
g 

su
ite

 o
f t

ec
hn

ol
og

y 
to

ol
s 

an
d 

so
lu

tio
ns

. T
hi

s 
re

su
lts

 in
 

si
gn

ifi
ca

nt
 m

an
ua

l e
ff

or
t t

o 
dr

aw
 in

si
gh

ts
. 3

rd
-p

ar
ty

 d
at

a 
is

 la
rg

el
y 

tr
an

sa
ct

io
na

l a
nd

 a
ls

o 
m

an
ua

lly
 c

om
pi

le
d.

Cu
rr

en
t e

nt
er

pr
is

e 
te

ch
no

lo
gy

 la
ck

s 
th

e 
fu

nc
tio

na
lit

y 
to

 e
na

bl
e 

a 
m

od
er

n 
cu

st
om

er
 s

er
vi

ce
 e

xp
er

ie
nc

e.
 T

ec
hn

ol
og

ie
s 

us
ed

 to
 e

na
bl

e 
op

er
at

io
ns

 d
o 

no
t f

ul
ly

 in
te

gr
at

e 
ac

ro
ss

 n
ei

gh
bo

ur
in

g 
tr

an
si

t s
ys

te
m

s 
an

d 
se

rv
ic

e 
of

fe
ri

ng
s.

 D
at

a 
co

lle
ct

io
n,

 a
na

ly
si

s 
an

d 
re

po
rt

in
g 

re
qu

ir
es

 s
ig

ni
fic

an
t 

m
an

ua
l e

ff
or

t,
 li

m
iti

ng
 th

e 
ab

ili
ty

 to
 d

er
iv

e 
re

al
-t

im
e 

in
si

gh
ts

.

F
U

T
U

R
E

 S
T

A
T

E
 

R
E

C
O

M
M

E
N

D
A

T
IO

N
S

F3
.1

 A
na

ly
ze

 t
he

 m
om

en
ts

 t
ha

t 
m

at
te

r 
ac

ro
ss

 t
he

cu
st

om
er

 jo
ur

ne
y 

an
d 

pr
oc

ur
e 

C
R

M
 s

of
tw

ar
e 

th
at

 c
an

 b
es

t 
ca

pt
ur

e 
th

is
 c

us
to

m
er

 in
fo

rm
at

io
n 

F3
.2

 Im
pl

em
en

t 
an

 a
pp

 t
ha

t 
al

lo
w

s 
fo

r 
th

e 
se

am
le

ss
 

in
te

gr
at

io
n 

of
 O

n 
D

em
an

d 
an

d 
Sp

ec
ia

liz
ed

 t
ri

p 
bo

ok
in

g 
th

at
ca

n 
sa

ti
sf

y 
bo

th
 c

us
to

m
er

 a
nd

 b
us

in
es

s/
op

er
at

io
na

l r
eq

’s

F3
.3

 In
 c

ol
la

bo
ra

ti
on

 w
it

h 
ne

ig
hb

ou
ri

ng
 m

un
ic

ip
al

it
ie

s,
 

re
vi

ew
 te

ch
-r

el
at

ed
 o

pp
or

tu
ni

ti
es

 fo
r 

m
or

e 
se

am
le

ss
 c

ro
ss

-
bo

un
da

ry
 t

ra
ve

l

F3
.4

 In
ve

st
 in

 n
ew

 o
r 

up
gr

ad
ed

 o
pe

ra
ti

on
al

 a
nd

 e
nt

er
pr

is
e 

so
lu

ti
on

s,
 p

ay
in

g 
cl

os
e 

at
te

nt
io

n 
to

 d
at

a 
ac

ce
ss

ib
ili

ty
, 

in
te

ro
pe

ra
bi

lit
y,

 a
nd

 e
xp

or
ta

bi
lit

y 
of

 d
at

a 
fr

om
 t

ho
se

 
sy

st
em

s

A
.

A
na

ly
ze

 a
nd

 s
eg

m
en

t 
cu

st
om

er
 d

at
a 

to
 in

fo
rm

 a
 s

et
 o

f p
er

so
na

s 
(id

ea
lly

 o
ne

 p
er

 s
eg

m
en

t)
 a

nd
ha

ve
 a

 D
R

T 
em

pl
oy

ee
 r

id
e-

al
on

g 
an

d 
do

cu
m

en
t 

th
ei

r 
ex

pe
ri

en
ce

, h
ig

hl
ig

ht
in

g 
po

si
ti

ve
 a

sp
ec

ts
an

d 
pa

in
-p

oi
nt

s 
al

on
g 

th
e 

cu
st

om
er

 jo
ur

ne
y;

 c
on

du
ct

 t
hi

s 
ac

ti
vi

ty
 o

nc
e 

pr
e 

an
d 

po
st

in
te

gr
at

io
n 

se
rv

ic
e 

of
fe

ri
ng

 u
nd

er
 D

em
an

d 
R

es
po

ns
iv

e
B

.
U

se
 in

si
gh

ts
 fr

om
 c

us
to

m
er

 jo
ur

ne
y 

an
al

ys
is

 a
nd

 s
ta

ke
ho

ld
er

/p
ub

lic
 e

ng
ag

em
en

t 
to

 in
fo

rm
re

qu
ir

em
en

ts
 f

or
 t

he
 in

te
gr

at
ed

 D
em

an
d 

R
es

po
ns

iv
e 

ap
p 

R
FP

 u
nd

er
 d

ev
.

C
.

Se
le

ct
 t

he
 s

uc
ce

ss
fu

l b
id

de
r 

fo
r 

th
e 

R
FP

 (w
ei

gh
ti

ng
 a

bi
lit

y 
to

 m
ee

t 
cu

st
om

er
 n

ee
ds

 h
ig

he
r

th
an

 o
th

er
 m

ea
su

re
s)

; i
m

pl
em

en
t 

th
e 

ne
w

 a
pp

 (m
ai

nt
ai

n 
ac

ce
ss

 t
o 

le
ga

cy
 d

at
a)

D
.

B
ui

ld
 d

at
a 

ag
re

em
en

t 
te

rm
s 

in
to

 s
er

vi
ce

 p
ro

vi
de

r 
co

nt
ra

ct
s 

th
at

 p
ro

vi
de

s 
ti

m
el

y,
 a

cc
es

si
bl

e,
an

d 
re

le
va

nt
 d

at
a 

ac
ce

ss
 fo

r 
D

R
T

E.
D

ev
el

op
 a

n 
IT

 im
pl

em
en

ta
ti

on
 r

oa
dm

ap
 t

ha
t 

co
ns

id
er

s 
ex

te
rn

al
 p

ar
ti

es
’/

so
lu

ti
on

s’
 r

oa
dm

ap
s

(e
.g

. P
R

ES
TO

, Y
or

k 
R

eg
io

n)
 a

nd
 h

el
ps

 r
em

ov
e 

te
ch

-r
el

at
ed

 b
ar

ri
er

s 
to

 t
ra

ve
l

F.
Pr

oc
ur

e 
a 

ce
nt

ra
liz

ed
 w

or
kf

or
ce

 m
an

ag
em

en
t 

to
ol

 a
nd

 a
dv

an
ce

d 
an

al
yt

ic
s 

to
ol

 (t
ha

t 
ca

n 
be

co
nf

ig
ur

ed
 t

o 
ea

si
ly

 d
ig

es
t 

cu
st

om
er

 a
nd

 o
pe

ra
ti

on
al

 d
at

a)
. D

et
er

m
in

e 
ti

m
el

in
es

 t
o 

re
pl

ac
e

fle
et

 r
ad

io
 s

ys
te

m
 w

it
h 

V
O

IP
 s

ys
te

m
 t

o 
en

ha
nc

e 
ef

fe
ct

iv
en

es
s 

of
 c

om
m

un
ic

at
io

n 
w

it
h

op
er

at
or

s,
 a

nd
 r

e-
en

ga
ge

 D
ur

ha
m

 R
eg

io
n 

fo
r 

an
 u

pd
at

ed
 C

R
M

 s
ys

te
m

IM
P

L
E

M
E

N
T

A
T

IO
N

 A
C

T
IO

N
S

62



Fu
tu

re
 s

ta
te

 r
ec

om
m

en
da

ti
on

s 
|E

xt
er

na
l c

om
m

un
ic

at
io

ns
 a

nd
 E

du
ca

tio
n

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

30

R
EC

A
P

P
R

O
G

R
E

S
S

 T
O

D
A

T
E

C
U

R
R

E
N

T
 S

T
A

T
E

F
IN

D
IN

G
S

In
cr

ea
se

d 
en

ga
ge

m
en

t i
s 

ne
ed

ed
 to

 in
fo

rm
 th

e 
de

si
gn

 o
f a

n 
in

te
gr

at
ed

, i
nc

lu
si

ve
 D

em
an

d 
Re

sp
on

si
ve

 s
er

vi
ce

. W
hi

le
 

D
RT

 p
la

ns
 to

 r
ef

re
sh

 it
s 

br
an

di
ng

, a
 la

rg
er

 e
ff

or
t w

ill
 b

e 
ne

ed
ed

 to
 e

du
ca

te
 b

en
ef

ic
ia

ri
es

 o
n 

th
e 

ne
w

 s
er

vi
ce

 o
ff

er
in

g.

In
cr

ea
se

d 
co

m
m

un
ity

 o
ut

re
ac

h 
ef

fo
rt

s 
w

ill
 b

e 
ne

ed
ed

 to
 c

le
ar

ly
 d

ef
in

e 
cu

st
om

er
 n

ee
ds

 fo
r 

an
 in

te
gr

at
ed

 D
em

an
d 

Re
sp

on
si

ve
 s

er
vi

ce
. D

RT
 b

ra
nd

in
g 

co
ul

d 
be

tt
er

 r
ef

le
ct

 th
e 

or
ga

ni
za

tio
n’

s 
as

pi
ra

tio
ns

 to
 d

el
iv

er
 a

 c
us

to
m

er
-c

en
tr

ic
, 

D
em

an
d 

Re
sp

on
si

ve
 s

er
vi

ce
. C

us
to

m
er

 a
w

ar
en

es
s 

of
 D

RT
’s

 s
er

vi
ce

s 
an

d 
ho

w
 th

ey
 a

re
 e

xp
ec

te
d 

to
 c

ha
ng

e 
is

 lo
w

.

F
U

T
U

R
E

 S
T

A
T

E
 

R
E

C
O

M
M

E
N

D
A

T
IO

N
S

F4
.1

 R
ei

m
ag

in
e 

ho
w

 p
ub

lic
 e

ng
ag

em
en

t 
an

d 
co

ns
ul

ta
ti

on
 is

co
nd

uc
te

d 
in

 a
 p

os
t-

pa
nd

em
ic

 w
or

ld
, t

es
ti

ng
 n

ew
 

co
m

m
un

ic
at

io
ns

 c
ha

nn
el

s 
an

d 
fe

ed
ba

ck
 m

ec
ha

ni
sm

s 

F4
.2

 P
re

pa
re

 t
o 

re
br

an
d 

D
R

T 
se

rv
ic

es
 to

 r
ef

le
ct

 O
ne

 D
R

T 
vi

si
on

 a
nd

 c
us

to
m

er
 c

ha
rt

er
 b

ef
or

e 
ex

te
nd

in
g 

it
 t

o 
in

fr
as

tr
uc

tu
re

, f
le

et
, u

ni
fo

rm
s,

 a
nd

 o
th

er
 e

xt
er

na
l f

ac
in

g 
as

se
ts

F4
.3

 T
ar

ge
te

d 
m

ar
ke

ti
ng

 c
am

pa
ig

ns
 t

o 
ed

uc
at

e 
cu

st
om

er
s,

 
in

cl
ud

in
g 

in
te

rn
al

 r
id

er
s,

 c
ho

ic
e 

ri
de

rs
, a

nd
 m

em
be

rs
 o

f 
so

ci
al

 e
qu

ity
 r

ep
or

t 
co

m
m

un
it

ie
s

IM
P

L
E

M
E

N
T

A
T

IO
N

 A
C

T
IO

N
S

A
.

Ev
al

ua
te

 t
he

 r
et

ur
n 

on
 in

ve
st

m
en

t 
of

 p
as

t 
Pu

bl
ic

 In
fo

rm
at

io
n 

C
en

tr
es

 (P
IC

s)
 in

 t
er

m
s 

of
 t

im
e

in
ve

st
ed

 v
er

su
s 

qu
an

ti
ty

 o
f f

ee
db

ac
k 

re
ce

iv
ed

, d
eg

re
e 

of
 p

ar
ti

ci
pa

ti
on

, a
nd

 d
iv

er
si

ty
 o

f
cu

st
om

er
 r

ep
re

se
nt

at
io

n
B

.
En

ga
ge

 t
he

 A
cc

es
si

bi
lit

y 
A

dv
is

or
y 

C
om

m
it

te
e 

(A
A

C
) a

nd
 T

ra
ns

it
 A

dv
is

or
y 

C
om

m
it

te
e 

(T
A

C
)

fo
r 

id
ea

s 
an

d 
in

pu
t 

on
 h

ow
 t

o 
en

ga
ge

 s
pe

ci
fic

 c
us

to
m

er
 s

eg
m

en
ts

 a
cr

os
s 

th
e 

R
eg

io
n 

(e
.g

. i
n-

pe
rs

on
, v

ia
 s

ch
oo

ls
, e

tc
.)

C
.

Em
po

w
er

 s
ta

ff
 w

it
h 

su
rv

ey
 t

oo
ls

 t
o 

co
lle

ct
 fe

ed
ba

ck
 fr

om
 m

em
be

rs
 o

f s
oc

ia
l e

qu
it

y 
re

po
rt

co
m

m
un

it
ie

s 
to

 p
ro

vi
de

 t
o 

D
R

T 
m

or
e 

ro
bu

st
 c

us
to

m
er

 d
at

a,
 t

es
t 

jo
ur

ne
y 

m
ap

s,
 a

nd
 b

ot
h

in
fo

rm
 a

nd
 m

on
it

or
 t

he
 t

ra
ns

it
io

n 
to

 a
 m

or
e 

in
te

gr
at

ed
 s

er
vi

ce
 o

ff
er

in
g

D
.

In
qu

ir
e 

(t
hr

ou
gh

 t
he

 p
ro

cu
re

m
en

t 
pr

oc
es

s)
 w

ha
t 

re
al

-t
im

e 
cu

st
om

er
 in

fo
rm

at
io

n 
an

d 
fe

ed
ba

ck
ca

n 
be

 c
ol

le
ct

ed
 fr

om
 a

ny
 3

rd
- p

ar
ty

 in
te

gr
at

ed
 b

oo
ki

ng
 a

pp
s 

be
yo

nd
 p

os
t-

ri
de

 s
ur

ve
ys

E.
C

on
si

de
r 

co
nd

uc
ti

ng
 fo

cu
s 

gr
ou

ps
, s

ur
ve

ys
, c

ol
d 

ca
lls

, a
nd

 r
id

e-
al

on
gs

 t
o 

id
en

ti
fy

 p
re

fe
rr

ed
co

m
m

un
ic

at
io

ns
 c

ha
nn

el
s 

an
d 

as
se

ss
 c

ur
re

nt
 b

ra
nd

 s
en

ti
m

en
t 

(t
o 

in
fo

rm
 b

ra
nd

 r
ef

re
sh

)
F.

C
om

m
it

 m
ar

ke
ti

ng
 a

nd
 r

es
ea

rc
h 

re
so

ur
ce

s 
to

 d
ev

el
op

 e
xt

er
na

l e
du

ca
ti

on
 a

nd
 p

ro
m

ot
io

na
l

ca
m

pa
ig

ns
 t

o 
dr

iv
e 

sm
oo

th
 t

ra
ns

it
io

n 
an

d 
up

ta
ke

 o
f D

em
an

d 
R

es
po

ns
iv

e 
tr

an
si

t,
 a

nd
 t

o
m

ea
su

re
 e

ff
ec

ti
ve

ne
ss

 o
f t

he
se

 e
ff

or
ts

G
.

La
un

ch
 in

-p
er

so
n 

bo
ok

in
g 

ki
os

ks
 t

o 
te

st
 fe

as
ib

ili
ty

 a
nd

 e
ff

ec
ti

ve
ne

ss
 f

or
 fu

ll 
ro

ll 
ou

t 
of

in
te

gr
at

ed
 o

ff
er

in
g

63



Fu
tu

re
 s

ta
te

 r
ec

om
m

en
da

ti
on

s 
|S

tr
at

eg
y 

an
d 

ke
y 

pa
rt

ne
rs

hi
ps

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

31

R
EC

A
P

P
R

O
G

R
E

S
S

 T
O

D
A

T
E

C
U

R
R

E
N

T
 S

T
A

T
E

F
IN

D
IN

G
S

Fu
rt

he
r 

w
or

k 
ca

n 
be

 d
on

e 
to

 a
rt

ic
ul

at
e 

th
e 

vi
si

on
 a

nd
 s

tr
at

eg
ic

 o
bj

ec
tiv

es
 fo

r 
th

e 
fu

tu
re

 o
f D

em
an

d 
Re

sp
on

si
ve

 tr
an

si
t,

 
in

cl
ud

in
g 

w
ha

t i
ni

tia
tiv

es
 a

nd
 K

PI
s 

sh
ou

ld
 b

e 
us

ed
 to

 m
ea

su
re

 s
uc

ce
ss

 fo
r 

bo
th

 D
RT

 a
nd

 k
ey

 p
ar

tn
er

s.

Fo
r 

a 
m

or
e 

se
am

le
ss

, i
nc

lu
si

ve
 c

us
to

m
er

 e
xp

er
ie

nc
e,

 D
RT

 c
an

 e
xt

en
d 

ex
is

tin
g 

bo
ok

in
g 

an
d 

sc
he

du
lin

g 
ca

pa
bi

lit
ie

s 
to

 
cu

rr
en

t c
us

to
m

e r
s 

of
 S

pe
ci

al
iz

ed
 s

er
vi

ce
. T

o 
in

cr
ea

se
 s

er
vi

ce
 q

ua
lit

y,
 D

RT
 w

ou
ld

 b
en

ef
it 

fr
om

 b
ui

ld
in

g 
co

nt
ra

ct
 

m
an

ag
em

en
t s

ki
lls

 a
nd

 c
ap

ac
ity

 to
 b

et
te

r 
gu

id
e 

3rd
-p

ar
ty

 o
pe

ra
to

rs
.

F
U

T
U

R
E

 S
T

A
T

E
 

R
E

C
O

M
M

E
N

D
A

T
IO

N
S

F5
.1

 E
st

ab
lis

h 
O

ne
 D

R
T 

st
ra

te
gy

 a
nd

 p
er

fo
rm

an
ce

 
m

an
ag

em
en

t 
fr

am
ew

or
k 

th
at

 c
an

 b
e 

us
ed

 t
o 

m
on

ito
r 

pr
og

re
ss

F5
.2

 In
cr

ea
se

 c
om

m
un

ic
at

io
n 

an
d 

co
lla

bo
ra

ti
on

 b
et

w
ee

n 
ne

ig
hb

ou
ri

ng
 t

ra
ns

it
 p

ar
tn

er
s 

an
d 

ke
y 

st
ak

eh
ol

de
r 

gr
ou

ps
 

w
it

h 
sp

ec
ia

l a
tt

en
ti

on
 t

o 
cr

os
s-

bo
un

da
ry

 S
pe

ci
al

iz
ed

 
Se

rv
ic

e 
ex

pe
ri

en
ce

 

F5
.3

 L
ev

er
ag

e 
D

R
T 

So
ci

al
 E

qu
ity

 R
ep

or
t 

to
 fe

ed
 in

to
 

st
ra

te
gi

c 
ob

je
ct

iv
es

 a
nd

 t
ac

ti
ca

l c
am

pa
ig

n 
to

 in
cr

ea
se

 
ac

ce
ss

 a
nd

 e
qu

ity
 fo

r 
O

ne
 D

R
T 

us
er

s

IM
P

L
E

M
E

N
T

A
T

IO
N

 A
C

T
IO

N
S

A
.

H
ol

d 
a 

vi
si

on
in

g 
se

ss
io

n 
w

it
h 

D
R

T 
le

ad
er

sh
ip

 a
nd

 d
ri

ve
 o

ut
 t

he
 v

al
ue

 p
ro

po
si

ti
on

 b
y

st
ak

eh
ol

de
r 

gr
ou

p 
fo

r 
tr

an
si

ti
on

in
g 

to
 t

he
 fu

tu
re

 s
ta

te
 m

od
el

 o
f S

ch
ed

ul
ed

 s
er

vi
ce

 a
nd

in
te

gr
at

ed
 D

em
an

d 
R

es
po

ns
iv

e 
se

rv
ic

e
B

.
Li

nk
 O

ne
 D

R
T 

vi
si

on
, o

bj
ec

ti
ve

s,
 a

nd
 t

ar
ge

t 
ou

tc
om

es
 t

o 
th

e 
D

ur
ha

m
 R

eg
io

n 
st

ra
te

gi
c 

pl
an

an
d 

se
t 

K
PI

s 
th

at
 a

dv
an

ce
 s

oc
ia

l e
qu

it
y

C
.

Ti
e 

in
it

ia
ti

ve
s 

in
 t

he
 fu

tu
re

 s
ta

te
 im

pl
em

en
ta

ti
on

 r
oa

dm
ap

 t
o 

st
ra

te
gi

c 
ob

je
ct

iv
es

; s
oc

ia
liz

e
th

em
 w

it
h 

le
ad

er
sh

ip
 fr

om
 n

ei
gh

bo
ur

in
g 

tr
an

si
t 

ag
en

ci
es

 t
o 

dr
iv

e 
al

ig
nm

en
t 

on
 s

ha
re

d 
go

al
s

(e
.g

. c
ro

ss
-b

or
de

r 
tr

av
el

)
D

.
D

ev
el

op
 p

er
fo

rm
an

ce
 m

an
ag

em
en

t 
fr

am
ew

or
k 

fo
r 

ev
al

ua
ti

ng
 b

ot
h 

or
ga

ni
za

ti
on

al
ef

fe
ct

iv
en

es
s 

(in
cl

ud
in

g 
fin

an
ci

al
 m

et
ri

cs
) a

nd
 m

aj
or

 c
on

tr
ac

ts
 (i

nc
lu

di
ng

 s
pe

ci
fic

 s
er

vi
ce

 le
ve

l
K

PI
s 

/ 
se

rv
ic

e 
st

an
da

rd
s 

fo
r 

ve
nd

or
s)

E.
M

ak
e 

ex
is

ti
ng

 a
nd

 n
ew

 c
om

m
er

ci
al

 a
rr

an
ge

m
en

ts
 w

it
h 

se
rv

ic
e 

pr
ov

id
er

s 
su

bj
ec

t 
to

 a
 v

en
do

r
au

di
t

F.
W

or
k 

w
it

h 
pa

rt
ne

rs
 t

o 
en

su
re

 t
ha

t 
go

al
s 

ar
e 

be
in

g 
m

et
, s

pe
ci

fic
al

ly
 a

t 
ke

y 
in

te
ra

ct
io

n 
po

in
ts

,
su

ch
 a

s 
cr

os
s-

bo
rd

er
 s

to
ps

G
.

H
ol

d 
an

 e
xe

cu
ti

ve
 r

oa
ds

ho
w

 w
it

h 
un

iv
er

si
ti

es
, m

aj
or

 e
m

pl
oy

er
s,

 a
nd

 o
th

er
 m

aj
or

 p
ar

tn
er

s 
to

en
ga

ge
 a

nd
 e

du
ca

te
 t

he
m

 o
n 

th
e 

ne
w

 in
te

gr
at

ed
 s

er
vi

ce
 o

ff
er

in
g 

an
d 

be
ne

fit
s 

to
 t

he
m

 in
pr

om
ot

in
g 

us
e 

of
 t

he
 s

er
vi

ce

64



D
em

an
d 

Re
sp

on
si

ve
 fu

tu
re

 s
ta

te
 s

er
vi

ce
 d

el
iv

er
y 

m
od

el
Th

e 
fo

llo
w

in
g 

vi
su

al
 il

lu
st

ra
te

s 
ho

w
 D

RT
 c

an
 d

el
iv

er
 in

te
gr

at
ed

 s
er

vi
ce

s 
al

lo
w

in
g 

fo
r 

sp
on

ta
ne

ou
s 

tr
av

el
 fo

r 
al

l c
us

to
m

er
s

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

32

LEGEND

Cu
st

om
er

 J
ou

rn
ey

D
RT

 F
un

ct
io

ns
 a

nd
 E

na
bl

er
s 

Ex
te

rn
al

 S
ta

ke
ho

ld
er

s

D
ir

ec
tio

na
l F

lo
w

 o
f D

at
a/

In
fo

rm
at

io
n

D
ur

ha
m

 R
eg

io
n 

En
ab

lin
g 

Fu
nc

tio
n

En
ga

ge
m

en
t

C
om

m
s4

Tr
ai

ni
ng

St
ra

te
gi

c 
Le

ad
er

sh
ip

 a
nd

 In
te

nt
(V

is
io

n,
 O

bj
ec

tiv
es

 a
nd

 T
ar

ge
t O

ut
co

m
es

)

Re
gi

on
al

 M
un

ic
ip

al
ity

 o
f D

ur
ha

m

Se
rv

ic
e 

D
el

iv
er

y 
& 

Ex
ec

ut
io

n

Se
rv

ic
e 

Pl
an

ni
ng

 &
 O

ve
rs

ig
ht

Se
rv

ic
e 

P
la

nn
in

g 
P

er
fo

rm
an

ce
 

M
an

ag
em

en
t

O
pe

ra
ti

on
s 

M
an

ag
em

en
t

C
R

M
 S

ys
te

m

In
fo

rm
at

io
n/

D
at

a 
C

ol
le

ct
io

n,
 A

na
ly

ti
cs

 &
 R

ep
or

ti
ng

Fl
ee

t 
Se

rv
ic

es
3

 equest  R er om ust C

rs en rt  Pa yeK

cil buP

In
 p

er
so

n

P
ho

ne

W
eb

A
pp

s

y

r

t

e

i

m

l

d

i b

e

ot

e

 A

su

 N

 &

 C

y

e

l a

ilit

gd

i

b

t

e

o

n

l w

e

M

t

o

o

n

P

K

In
flu

en
ce

s

er esi & D reness a Aw

ed v er  S er om ust C

B
us

St
an

da
rd

 T
ax

i

A
cc

es
si

bl
e 

Ta
xi

Sh
ut

tl
e

Fa
re

 C
ol

le
ct

io
n 

Sy
st

em
W

or
kf

or
ce

 
M

gm
t 

To
ol

N
ei

gh
bo

ur
in

g 
Tr

an
si

t 
A

ge
nc

ie
s

U
ni

on
s

U
ni

ve
rs

it
ie

s

M
aj

or
 E

m
pl

oy
er

s

A
A

C
 M

em
be

rs

P
ro

vi
nc

e
/ 

M
et

ro
lin

x 
/ 

P
R

ES
TO

ycac vo d  A  &t ne megagnE

D
em

an
d 

R
es

po
ns

iv
e 

A
pp

Pa
ym

en
t

Tr
an

sa
ct

io
na

l 
D

at
a 

&
 

C
us

to
m

er
 

Fe
ed

ba
ck

Pu
bl

ic
 a

nd
 T

ar
ge

te
d 

C
on

su
lt

at
io

n 
Pr

oc
es

s

Fi
na

nc
ia

l 
M

an
ag

em
en

t

In
ci

de
nt

 M
an

ag
em

en
t

In
fo

rm
s

In
fo

rm
s

C
us

to
m

er
 

Sc
he

du
lin

g 
&

 
O

pe
ra

to
rs

2

Se
rv

ic
e1

D
is

pa
tc

hi
ng

(e
m

pl
oy

ee
s 

an
d 

co
nt

ra
ct

or
s)

Fi
el

d/
M

ob
ile

Su
pe

rv
is

io
n

C
us

to
m

er
 J

ou
rn

ey

Ex
te

rn
al

 
A

ud
ie

nc
e

Ed
uc

at
io

n 
(C

am
pa

ig
ns

 &
 S

up
po

rt
)

M
ar

ke
ti

ng
 a

nd
 B

ra
nd

in
g

C
ha

ng
e 

M
an

ag
em

en
t

In
te

rn
al

 
A

ud
ie

nc
e

1 I
nc

lu
de

s 
bo

ok
in

g,
 tr

ip
 p

la
nn

in
g,

 w
ay

fin
di

ng
, e

du
ca

tio
n,

 is
su

e 
re

so
lu

tio
n,

 a
nd

 o
th

er
 s

up
po

rt
 a

ct
iv

iti
es

 fo
r 

cu
st

om
er

s 
of

 a
ll 

ab
ili

tie
s.

2 N
ot

e 
th

at
 o

nl
y 

D
RT

 o
pe

ra
te

d 
ve

hi
cl

es
 u

til
iz

e 
fle

et
 s

er
vi

ce
s 

w
he

re
as

 n
on

-D
RT

 o
w

ne
d 

ve
hi

cl
es

 a
re

 m
ai

nt
ai

ne
d 

an
d 

st
or

ed
 o

ff
si

te
.

3 F
le

et
 S

er
vi

ce
s 

in
cl

ud
es

 a
ct

iv
iti

es
 s

uc
h 

as
 fl

ee
t p

la
nn

in
g,

 m
an

ag
em

en
t (

in
cl

. a
ss

et
 li

fe
cy

cl
e)

, s
to

ra
ge

, a
nd

 m
ai

nt
en

an
ce

.
4 W

hi
le

 th
is

 fu
nc

tio
n 

re
pr

es
en

ts
 s

tr
at

eg
ic

 c
om

m
un

ic
at

io
ns

 a
s 

a 
ke

y 
co

m
po

ne
nt

 o
f c

ha
ng

e 
m

an
ag

em
en

t,
 a

ll 
D

RT
 s

ta
ff

 h
av

e 
a 

ro
le

 to
 p

la
y 

in
 e

ff
ec

tiv
e 

co
m

m
un

ic
at

io
ns

.
65



D
em

an
d 

Re
sp

on
si

ve
 fu

tu
re

 s
ta

te
 s

er
vi

ce
 d

el
iv

er
y 

m
od

el

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

33

Re
gi

on
al

 M
un

ic
ip

al
ity

 o
f D

ur
ha

m
In

fo
rm

s
In

fo
rm

s
Re

gi
on

al
 M

un
ic

ip
al

ity
 o

f D
ur

ha
m

A

Se
rv

ic
e 

D
el

iv
er

y 
& 

Ex
ec

ut
io

n

Se
rv

ic
e 

Pl
an

ni
ng

 &
 O

ve
rs

ig
ht

Se
rv

ic
e 

P
la

nn
in

g 
P

er
fo

rm
an

ce
 

M
an

ag
em

en
t

O
pe

ra
ti

on
s 

M
an

ag
em

en
t

CR
M

 S
ys

te
m

In
fo

rm
at

io
n/

D
at

a 
Co

lle
ct

io
n,

 A
na

ly
tic

s 
& 

Re
po

rt
in

g

Fl
ee

t S
er

vi
ce

s3

Customer Request 

Key Partners

Public

In
 p

er
so

n

Ph
on

e

W
eb

A
pp

Mobility Need

Potential Customers

Knowledge & Ability
Ex

te
rn

al
 

A
ud

ie
nc

e
Ed

uc
at

io
n 

(C
am

pa
ig

ns
 &

 S
up

po
rt

)
M

ar
ke

ti
ng

 a
nd

 B
ra

nd
in

g

In
flu

en
ce

s

Awareness & Desire

Customer Served 

St
an

da
rd

 T
ax

i

A
cc

es
si

bl
e 

Ta
xi

Bu
s

Sh
ut

tle

Fa
re

 C
ol

le
ct

io
n 

Sy
st

em
W

or
kf

or
ce

 
M

gm
t T

oo
l

N
ei

gh
bo

ur
in

g 
Tr

an
si

t 
A

ge
nc

ie
s

U
ni

on
s

U
ni

ve
rs

it
ie

s

M
aj

or
 E

m
pl

oy
er

s

A
A

C
 M

em
be

rs

P
ro

vi
nc

e
/ 

M
et

ro
lin

x 
/ 

P
R

ES
TO

Engagement & Advocacy

D
em

an
d 

Re
sp

on
si

ve
 A

pp

Pa
ym

en
t

Tr
an

sa
ct

io
na

l 
D

at
a 

&
 

C
us

to
m

er
 

Fe
ed

ba
ck

Pu
bl

ic
 a

nd
 T

ar
ge

te
d 

Co
ns

ul
ta

tio
n 

Pr
oc

es
s

Fi
na

nc
ia

l 
M

an
ag

em
en

t

In
ci

de
nt

 M
an

ag
em

en
t

St
ra

te
gi

c 
Le

ad
er

sh
ip

 a
nd

 In
te

nt
(V

is
io

n,
 O

bj
ec

tiv
es

 a
nd

 T
ar

ge
t O

ut
co

m
es

)

In
fo

rm
s

In
fo

rm
s

Cu
st

om
er

 
Se

rv
ic

e1
Sc

he
du

lin
g 

& 
D

is
pa

tc
hi

ng
O

pe
ra

to
rs

2

(e
m

pl
oy

ee
s 

an
d 

co
nt

ra
ct

or
s)

C
us

to
m

er
 J

ou
rn

ey

Fi
el

d/
M

ob
ile

Su
pe

rv
is

io
n

St
ra

te
gi

c 
M

an
ag

em
en

t 
La

ye
r

►
In

 a
lig

nm
en

t w
ith

 C
ou

nc
il 

pr
io

ri
tie

s 
an

d 
th

e 
D

ur
ha

m
 S

tr
at

eg
ic

 P
la

n,
 th

e
Tr

an
si

t 
Ex

ec
ut

iv
e 

C
om

m
it

te
e 

(T
EC

) a
nd

 t
he

 D
R

T 
se

ni
or

 le
ad

er
sh

ip
 t

ea
m

 a
ff

ir
m

 t
he

 
vi

si
on

, o
bj

ec
ti

ve
s,

 a
nd

 t
ar

ge
t 

ou
tc

om
es

 o
f e

vo
lv

in
g 

D
em

an
d 

Re
sp

on
si

ve
 s

er
vi

ce
s 

to
 p

ro
vi

de
 s

po
nt

an
eo

us
 tr

av
el

 to
 c

us
to

m
er

s 
of

 a
ll 

ab
ili

tie
s 

►
Th

e 
st

ra
te

gi
c 

in
te

nt
be

hi
nd

 D
em

an
d 

Re
sp

on
si

ve
 s

er
vi

ce
 is

 t
he

n 
tr

an
sl

at
ed

 in
to

 s
er

vi
ce

s 
pl

an
s 

an
d 

op
er

at
io

na
l r

eq
ui

re
m

en
ts

; s
er

vi
ce

 d
el

iv
er

y 
is

 m
ea

su
re

d 
ag

ai
ns

t a
 s

et
 o

f K
PI

s 
tie

d 
to

 ta
rg

et
 o

ut
co

m
es

 a
nd

 th
e 

bu
dg

et
 a

nd
 a

ct
ua

l c
os

ts
/r

ev
en

ue
 o

f D
em

an
d 

Re
sp

on
si

ve
 s

er
vi

ce
 s

er
vi

ce
s 

ar
e 

m
an

ag
ed

 a
nd

 r
ep

or
te

d 
on

►
Ch

an
ge

 M
an

ag
em

en
t f

un
ct

io
ns

 (e
ng

ag
em

en
t,

 c
om

m
un

ic
at

io
ns

, a
nd

 tr
ai

ni
ng

) w
ill

 tr
an

sl
at

e 
pl

an
s,

 p
ol

ic
ie

s,
 a

nd
 p

ro
ce

du
re

s 
in

to
 le

ar
ni

ng
 a

nd
 d

ev
el

op
m

en
t 

ob
je

ct
iv

es
, c

ou
rs

es
 a

nd
/o

r 
m

at
er

ia
ls

 fo
r 

ea
ch

 in
te

rn
al

 fu
nc

tio
n,

 d
el

iv
er

in
g 

th
em

 th
ro

ug
h 

ch
an

ge
 m

an
ag

em
en

t t
oo

ls
 a

nd
 ta

ct
ic

s
►

St
ra

te
gi

c 
co

m
m

un
ic

at
io

ns
 w

ill
 id

en
tif

y,
 e

na
bl

e,
 a

nd
 m

od
er

at
e 

tw
o-

w
ay

 c
ha

nn
el

s 
th

at
 c

an
 d

el
iv

er
 a

 c
om

bi
na

tio
n 

of
 a

ct
iv

e 
an

d 
pa

ss
iv

e 
co

m
m

un
ic

at
io

ns
 d

es
ig

ne
d 

to
 

re
ac

h 
bo

th
 b

ac
k-

of
fic

e 
an

d 
fr

on
t-

lin
e 

op
er

at
io

ns
 s

ta
ff

 (e
.g

. o
rg

an
iz

at
io

n-
w

id
e 

ca
lls

, b
ul

le
tin

s,
 d

ai
ly

 s
ta

nd
-u

ps
, e

tc
.)

, w
hi

ch
 a

ll 
st

af
f w

ill
 h

av
e 

a 
ro

le
 in

 e
ng

ag
in

g 
w

ith
►

M
ar

ke
tin

g 
an

d 
br

an
di

ng
 a

ct
iv

iti
es

 w
ill

 d
ri

ve
 e

xt
er

na
l a

w
ar

en
es

s 
an

d 
de

si
re

 b
y 

cu
rr

en
t a

nd
 p

ot
en

tia
l c

us
to

m
er

s 
to

 u
se

 D
em

an
d 

Re
sp

on
si

ve
 s

er
vi

ce
; e

du
ca

tio
na

l
ca

m
pa

ig
ns

 a
nd

 ta
rg

et
ed

 s
up

po
rt

 a
ct

iv
iti

es
 (e

.g
. i

n-
pe

rs
on

 b
oo

ki
ng

 k
io

sk
s)

 w
ill

 d
ri

ve
 p

ub
lic

 k
no

w
le

dg
e 

an
d 

ab
ili

ty
 to

 u
se

 th
e 

se
rv

ic
e

A

En
ga

ge
m

en
t

C
om

m
s

Tr
ai

ni
ng

C
ha

ng
e 

M
an

ag
em

en
t

In
te

rn
al

 
A

ud
ie

nc
e

66



D
em

an
d 

Re
sp

on
si

ve
 fu

tu
re

 s
ta

te
 s

er
vi

ce
 d

el
iv

er
y 

m
od

el

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

34

In
fo

rm
s

In
fo

rm
s

R
eg

io
na

l M
un

ic
ip

al
ity

 o
f D

ur
ha

m

BB

Se
rv

ic
e 

Pl
an

ni
ng

 &
 O

ve
rs

ig
ht

Se
rv

ic
e 

Pl
an

ni
ng

 

St
ra

te
gi

c 
Le

ad
er

sh
ip

 a
nd

 In
te

nt
(V

is
io

n,
 O

bj
ec

tiv
es

 a
nd

 T
ar

ge
t O

ut
co

m
es

)

Pe
rf

or
m

an
ce

 
M

an
ag

em
en

t
O

pe
ra

tio
ns

 
M

an
ag

em
en

t

CR
M

 S
ys

te
m

In
fo

rm
at

io
n/

D
at

a 
Co

lle
ct

io
n,

 A
na

ly
tic

s 
& 

Re
po

rt
in

g

Fl
ee

t S
er

vi
ce

s3

Key Partners

Ex
te

rn
al

 
A

ud
ie

nc
e

Ed
uc

at
io

n 
(C

am
pa

ig
ns

 &
 S

up
po

rt
)

M
ar

ke
tin

g 
an

d 
Br

an
di

ng

In
flu

en
ce

s

Fa
re

 C
ol

le
ct

io
n 

Sy
st

em
W

or
kf

or
ce

 
M

gm
t T

oo
l

N
ei

gh
bo

ur
in

g 
Tr

an
si

t A
ge

nc
ie

s

U
ni

on
s

U
ni

ve
rs

iti
es

M
aj

or
 E

m
pl

oy
er

s

A
A

C 
M

em
be

rs

Pr
ov

in
ce

/ 
M

et
ro

lin
x 

/ 
PR

ES
TO

Engagement & Advocacy

D
em

an
d 

Re
sp

on
si

ve
 A

pp

Pa
ym

en
t

Tr
an

sa
ct

io
na

l 
D

at
a 

&
 

C
us

to
m

er
 

Fe
ed

ba
ck

Pu
bl

ic
 a

nd
 T

ar
ge

te
d 

Co
ns

ul
ta

tio
n 

Pr
oc

es
s

Fi
na

nc
ia

l 
M

an
ag

em
en

t

C
us

to
m

er
 S

er
vi

ce
 D

el
iv

er
y 

La
ye

r
►

Cu
st

om
er

s 
–

of
 a

ll 
ab

ili
tie

s 
–

w
ill

 b
e 

ab
le

 to
 r

eq
ue

st
 D

em
an

d 
Re

sp
on

si
ve

 s
er

vi
ce

s 
vi

a 
th

e 
sa

m
e 

re
qu

es
t i

nt
ak

e 
ch

an
ne

ls
: i

n-
pe

rs
on

, p
ho

ne
, w

eb
, a

nd
 a

pp
►

C
us

to
m

er
 s

er
vi

ce
 t

ea
m

 m
em

be
rs

 w
ill

 b
e 

cr
os

s-
tr

ai
ne

d 
an

d 
kn

ow
le

dg
ea

bl
e 

to
 h

an
dl

e 
al

l c
us

to
m

er
 r

eq
ue

st
s;

 th
is

 te
am

 w
ill

 b
e 

eq
ui

pp
ed

 w
ith

 a
n 

in
te

gr
at

ed
 

D
em

an
d 

Re
sp

on
si

ve
bo

ok
in

g 
so

lu
tio

n 
th

at
 a

llo
w

s 
fo

r 
ad

va
nc

e 
bo

ok
in

g 
(t

o 
re

se
rv

e 
ve

hi
cl

es
 fo

r 
do

or
-t

o-
do

or
 s

er
vi

ce
 o

r 
bo

ok
 s

ub
sc

ri
pt

io
n 

re
se

rv
at

io
ns

 fo
r 

el
ig

ib
le

 
cu

st
om

er
s)

 a
nd

 a
n 

up
gr

ad
ed

 C
RM

 to
 c

ap
tu

re
 c

us
to

m
er

 in
fo

rm
at

io
n

►
Sc

he
du

lin
g 

an
d 

di
sp

at
ch

in
g 

fo
r 

cu
rr

en
t O

n 
D

em
an

d 
an

d 
Sp

ec
ia

liz
ed

 c
us

to
m

er
s 

w
ill

 b
e 

co
m

bi
ne

d 
an

d 
te

am
 m

em
be

rs
 c

ro
ss

-t
ra

in
ed

►
Th

e 
fie

ld
 (m

ob
ile

) s
up

er
vi

si
on

 te
am

 w
ill

 b
e 

re
sp

on
si

bl
e

fo
r 

ke
y 

ta
sk

s 
su

ch
 a

s 
ro

ut
e 

m
an

ag
em

en
t,

in
sp

ec
tio

ns
, r

ea
l-t

im
e 

qu
al

ity
 c

he
ck

s,
 a

nd
 in

ci
de

nt
 

in
ve

st
ig

at
io

ns
/r

es
ol

ut
io

ns
 fo

r 
cu

rr
en

t O
n 

D
em

an
d 

an
d 

Sp
ec

ia
liz

ed
 c

us
to

m
er

s 
(*

Sp
ec

ia
liz

ed
 d

is
pa

tc
h 

te
am

 w
ill

 n
o 

lo
ng

er
 h

an
dl

e 
ro

ut
e 

m
an

ag
em

en
t)

►
Fl

ee
t w

ill
 b

e 
de

pl
oy

ed
 b

as
ed

 o
n 

cu
st

om
er

 m
ob

ili
ty

 n
ee

ds
 in

di
ca

te
d 

at
 th

e 
tim

e 
of

 b
oo

ki
ng

 a
nd

 d
em

an
d 

re
sp

on
si

ve
 o

pe
ra

to
rs

 w
ill

de
liv

er
 s

er
vi

ce
s

Se
rv

ic
e 

D
el

iv
er

y 
& 

Ex
ec

ut
io

n
Customer Request 

Public

In
 p

er
so

n

P
ho

ne

W
eb

A
pp

Mobility Need

Potential Customers

Knowledge & Ability

Awareness & Desire

Customer Served 

St
an

da
rd

 T
ax

i

A
cc

es
si

bl
e 

Ta
xi

B
us

Sh
ut

tl
e

In
ci

de
nt

 M
an

ag
em

en
t

C
us

to
m

er
 

Se
rv

ic
e1

Sc
he

du
lin

g 
&

 
D

is
pa

tc
hi

ng
O

pe
ra

to
rs

2

(e
m

pl
oy

ee
s 

an
d 

co
nt

ra
ct

or
s)

C
us

to
m

er
 J

ou
rn

ey

Fi
el

d/
M

ob
ile

Su
pe

rv
is

io
n

En
ga

ge
m

en
t

Co
m

m
s

Tr
ai

ni
ng

Ch
an

ge
 M

an
ag

em
en

t
In

te
rn

al
 

A
ud

ie
nc

e

67



Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

35

IInn
fofo

rrmm
ss

IInn
fofo

rrmm
ss

R
eg

io
na

l M
un

ic
ip

al
ity

 o
f D

ur
ha

m

D
em

an
d 

Re
sp

on
si

ve
 fu

tu
re

 s
ta

te
 s

er
vi

ce
 d

el
iv

er
y 

m
od

el

Se
rv

ic
e 

D
el

iv
er

y 
& 

Ex
ec

ut
io

n

C
R

M
 S

ys
te

m
Fl

ee
t 

Se
rv

ic
es

3

Customer Request 

Public

In
 p

er
so

n

Ph
on

e

W
eb

A
pp

Mobility Need

Potential Customers

Knowledge & Ability
In

flu
en

ce
s

Awareness & Desire

Customer Served 

St
an

da
rd

 T
ax

i

A
cc

es
si

bl
e 

Ta
xi

Bu
s

Sh
ut

tle

Fa
re

 C
ol

le
ct

io
n 

Sy
st

em
W

or
kf

or
ce

 
M

gm
t 

To
ol

D
em

an
d 

R
es

po
ns

iv
e 

A
pp

Pa
ym

en
t

Tr
an

sa
ct

io
na

l 
D

at
a 

&
 

C
us

to
m

er
 

Fe
ed

ba
ck

Pu
bl

ic
 a

nd
 T

ar
ge

te
d 

C
on

su
lt

at
io

n 
Pr

oc
es

s

In
ci

de
nt

 M
an

ag
em

en
t

In
fo

rm
s

In
fo

rm
s

Cu
st

om
er

 
Se

rv
ic

e1
Sc

he
du

lin
g 

& 
D

is
pa

tc
hi

ng
O

pe
ra

to
rs

2

(e
m

pl
oy

ee
s 

an
d 

co
nt

ra
ct

or
s)

C
us

to
m

er
 J

ou
rn

ey

Fi
el

d/
M

ob
ile

Su
pe

rv
is

io
n

St
ra

te
gi

c 
Le

ad
er

sh
ip

 a
nd

 In
te

nt
(V

is
io

n,
 O

bj
ec

tiv
es

 a
nd

 T
ar

ge
t O

ut
co

m
es

)

Se
rv

ic
e 

Pl
an

ni
ng

 &
 O

ve
rs

ig
ht

Se
rv

ic
e 

Pl
an

ni
ng

 
Pe

rf
or

m
an

ce
 

M
an

ag
em

en
t

O
pe

ra
tio

ns
 

M
an

ag
em

en
t

Key Partners

Le
ar

ni
ng

 &
 D

ev
. (

in
cl

. T
ra

in
in

g)

Ex
te

rn
al

 
A

ud
ie

nc
e

In
te

rn
al

 
A

ud
ie

nc
e

Ch
an

ge
 M

an
ag

em
en

t (
in

cl
. C

om
m

s)

Ed
uc

at
io

n 
(C

am
pa

ig
ns

 &
 S

up
po

rt
)

M
ar

ke
tin

g 
an

d 
Br

an
di

ng

N
ei

gh
bo

ur
in

g 
Tr

an
si

t A
ge

nc
ie

s

U
ni

on
s

U
ni

ve
rs

iti
es

M
aj

or
 E

m
pl

oy
er

s

A
A

C 
M

em
be

rs

Pr
ov

in
ce

/ 
M

et
ro

lin
x 

/ 
PR

ES
TO

Fi
na

nc
ia

l 
M

an
ag

em
en

t

In
fo

rm
s

In
fo

rm
s

R
eg

io
na

l M
un

ic
ip

al
ity

 o
f D

ur
ha

m

In
fo

rm
at

io
n/

D
at

a 
C

ol
le

ct
io

n,
 A

na
ly

ti
cs

 &
 R

ep
or

ti
ng

En
ab

le
m

en
t 

La
ye

r
►

Pu
bl

ic
/T

ar
ge

te
d 

Co
ns

ul
ta

tio
n 

Pr
oc

es
s 

w
ill

 g
o 

be
yo

nd
 P

IC
s 

to
 in

cl
ud

e 
ot

he
r 

di
gi

ta
l a

nd
 in

-p
er

so
n 

en
ga

ge
m

en
t i

nf
or

m
ed

 b
y 

in
pu

t f
ro

m
 A

A
C 

an
d 

ot
he

rs
►

N
ew

 C
RM

 s
ys

te
m

 w
ill

 a
llo

w
 fo

r 
ca

pt
ur

e 
of

 D
em

an
d 

Re
sp

on
si

ve
 c

us
to

m
er

 in
fo

, n
ew

 w
or

kf
or

ce
 m

an
ag

em
en

t t
oo

l w
ill

 in
te

gr
at

e 
w

ith
 th

e 
ne

w
 b

oo
ki

ng
 a

pp
 a

s 
w

el
l a

s 
in

te
gr

at
e 

sc
he

du
lin

g,
 d

is
pa

tc
hi

ng
, e

tc
. f

or
 c

ur
re

nt
 O

n 
D

em
an

d 
an

d 
Sp

ec
ia

liz
ed

 r
es

ou
rc

es
, a

nd
 n

ew
 V

O
IP

 s
ys

te
m

w
ill

 m
or

e 
ef

fic
ie

nt
ly

 tr
an

sm
it 

re
al

-t
im

e 
op

er
at

or
 

co
m

m
un

ic
at

io
ns

 a
nd

 d
at

a
pr

ov
id

in
g 

be
tt

er
 o

pe
ra

tio
na

l a
gi

lit
y 

an
d 

ov
er

si
gh

t b
y 

th
e 

fie
ld

/m
ob

ile
 s

up
er

vi
si

on
 fu

nc
tio

n
►

In
fo

rm
at

io
n/

da
ta

 c
ol

le
ct

ed
 th

ro
ug

h 
th

es
e 

pr
oc

es
se

s,
 s

ys
te

m
s,

 a
nd

 fu
nc

tio
ns

 w
ill

 fe
ed

 a
 d

at
a 

la
ke

 a
nd

 a
na

ly
tic

s 
to

ol
 a

nd
 w

ill
 b

e 
us

ed
 to

 in
fo

rm
 le

ad
er

sh
ip

CC

68



Fu
tu

re
 s

ta
te

 |
Cu

st
om

er
 p

er
sp

ec
tiv

e 
an

d 
ex

pe
ri

en
ce

Th
e 

D
em

an
d 

Re
sp

on
si

ve
 fu

tu
re

 s
ta

te
 s

er
vi

ce
 d

el
iv

er
y 

m
od

el
 is

 e
xp

ec
te

d 
to

 im
pa

ct
 S

ar
ah

’s
 c

us
to

m
er

 jo
ur

ne
y 

as
 fo

llo
w

s

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

36

 

S
A

R
A

H
•

47
 y

ea
rs

 o
ld

•
D

ay
 p

ro
gr

am
 /

 P
ar

t t
im

e
sh

ift
•

Cr
os

s-
bo

un
da

ry
 R

id
er

:
A

ja
x 

to
 S

ca
rb

or
ou

gh

P
ro

fil
e

Sa
ra

h 
liv

es
 in

 A
ja

x 
in

 a
 c

on
gr

eg
at

e 
ca

re
 s

et
tin

g 
an

d 
us

es
 a

 m
ob

ili
ty

 d
ev

ic
e.

 S
he

 a
tt

en
ds

 m
ed

ic
al

 a
pp

oi
nt

m
en

ts
 w

ee
kl

y 
an

d 
ha

s 
w

or
k 

sh
ift

s 
in

 S
ca

rb
or

ou
gh

. 

Fr
us

tr
at

io
ns

•
Le

ng
th

y 
tim

e 
an

d 
de

la
y 

to
 a

cc
es

s 
in

te
gr

at
ed

co
nv

en
tio

na
l s

er
vi

ce
 a

nd
 d

el
ay

 in
 a

cc
es

si
ng

 c
ro

ss
-

bo
un

da
ry

 W
he

el
-T

ra
ns

.

Ex
pe

ct
at

io
ns

•
Re

lia
bl

e,
 ti

m
el

y 
tr

an
si

t a
nd

 c
on

ne
ct

io
ns

 t
o 

ac
ce

ss
 w

ee
kl

y
ac

tiv
iti

es
 w

ith
 s

up
po

rt
 fr

om
 o

pe
ra

to
rs

 to
 b

oa
rd

 /
 e

xi
t v

eh
ic

le
s.

Ti
m

e 
se

ns
it

iv
it

y
D

ig
it

al
 s

av
vi

ne
ss

D
es

ir
ed

 le
ve

l o
f 

co
m

m
un

ic
at

io
n

In
cl

in
at

io
n 

to
 s

el
f-

se
rv

e

Journey Points

T
A

R
G

E
T

 F
U

T
U

R
E

 S
T

A
T

E
 J

O
U

R
N

E
Y

Sa
ra

h 
le

ar
ns

 th
at

 
Sp

ec
ia

liz
ed

 S
er

vi
ce

is
 b

ec
om

in
g 

an
 

in
te

gr
at

ed
 O

ne
 

D
RT

 s
er

vi
ce

 
th

ro
ug

h 
po

st
er

s 
at

 
he

r 
co

ng
re

ga
te

 
ca

re
 c

en
tr

e

Sh
e 

se
es

 t
ha

t 
 

sh
e 

ca
n 

co
nt

in
ue

 
to

 b
oo

k 
ri

de
s 

th
ro

ug
h 

te
le

ph
on

e 
an

d 
ca

lls
 to

 b
oo

k 
he

r 
ne

xt
 w

ee
k 

of
 

tr
ip

s

Th
e 

Cu
st

om
er

 
Se

rv
ic

e 
st

af
f a

re
 

in
fo

rm
ed

 a
nd

 
he

lp
fu

l a
nd

 e
xp

la
in

 
ho

w
 t

he
 n

ew
 

in
te

gr
at

ed
 s

er
vi

ce
 

w
or

ks

Sa
ra

h 
is

 a
bl

e 
to

 b
oo

k 
he

r 
ne

xt
 w

ee
k 

of
 tr

ip
s 

w
ith

 r
ea

l-t
im

e 
m

ob
ile

 
in

te
gr

at
io

n 
on

 h
er

 D
RT

ap
p 

an
d 

is
 in

fo
rm

ed
 

th
at

 th
er

e 
ar

e 
bo

ok
in

g 
ki

os
ks

 a
nd

 s
up

po
rt

 a
t 

th
e 

ho
sp

ita
l s

he
’ll

 
tr

av
el

 to

Sa
ra

h 
bo

ar
ds

 
he

r 
bu

s 
w

ith
 

do
or

-t
o-

do
or

 
s u

pp
or

t a
nd

 
sh

ar
es

 t
he

 
bu

s 
w

ith
 

ot
he

r 
D

em
an

d 
Re

sp
on

si
ve

 
ri

de
rs

D
ur

in
g 

he
r 

ri
de

, S
ar

ah
 

re
ce

iv
es

 r
ea

l-t
im

e  
no

tif
ic

at
io

ns
of

 h
er

 
up

co
m

in
g 

st
op

. A
ft

er
 

he
r 

m
ed

ic
al

 
ap

po
in

tm
en

t a
t t

he
 

ho
sp

ita
l, 

sh
e 

is
 a

bl
e 

to
 

bo
ok

 u
pc

om
in

g 
tr

ip
s 

at
 

th
e 

ho
sp

ita
l b

oo
ki

ng
 

ki
os

k

La
te

r 
in

 th
e 

w
ee

k,
 

Sa
ra

h 
tr

av
el

s 
to

 
Sc

ar
bo

ro
ug

h 
an

d 
re

ce
iv

es
 t

ra
ns

fe
r 

tim
e 

es
tim

at
es

 fo
r 

th
e 

co
nn

ec
tin

g 
TT

C 
W

he
el

-T
ra

ns
 

bu
s 

on
 h

er
 a

pp

Sa
ra

h 
w

ai
ts

 
fo

r 
he

r 
up

co
m

in
g 

W
he

el
-T

ra
ns

 
bu

s 
at

 a
 

re
no

va
te

d,
 

co
m

fo
rt

ab
le

 
bu

s 
sh

el
te

r

Sa
ra

h 
pr

ov
id

es
 r

ea
l-

tim
e 

fe
ed

ba
ck

 o
n 

he
r 

D
RT

 a
pp

 a
nd

 b
oo

ks
 

he
r 

up
co

m
in

g 
tr

ip
s 

us
in

g 
th

e 
ap

p

Momnets that matter

I w
as

 s
ur

pr
is

ed
 to

 s
ee

 th
e 

ne
w

 D
RT

 s
er

vi
ce

 
bu

t a
ll 

th
e 

st
af

f I
 ta

lk
ed

 to
 o

n 
th

e 
ph

on
e 

at
 

D
RT

 e
xp

la
in

ed
 th

e 
ch

an
ge

s 
to

 m
e 

an
d 

I’m
 

pl
ea

se
d 

to
 s

ee
 th

at
 I 

ca
n 

bo
ok

 tr
ip

s 
ea

si
ly

 in
 

ad
va

nc
e 

on
 m

y 
ph

on
e

It 
w

as
 e

as
y 

to
 d

ow
nl

oa
d 

th
e 

ap
p,

 r
eg

is
te

r 
an

d 
bo

ok
 m

y 
tr

ip
s 

an
d 

al
so

 s
pe

ci
fy

 m
y 

m
ob

ili
ty

 n
ee

ds
 in

 a
dv

an
ce

It 
w

as
 g

re
at

 to
 b

e 
re

m
in

de
d 

w
he

n 
to

 g
et

 o
ff

 a
t m

y 
st

op
 a

nd
 e

ve
n 

be
tt

er
 to

 h
av

e 
a 

bo
ok

in
g 

ki
os

k 
at

 
th

e 
ho

sp
ita

l –
I w

as
 e

xp
ec

tin
g 

a 
ri

de
 fr

om
 m

y 
fr

ie
nd

 a
nd

 w
as

 a
bl

e 
to

 b
oo

k 
a 

bu
s 

in
st

ea
d 

w
he

n 
m

y 
pi

ck
up

 w
as

 u
na

va
ila

bl
e

I r
em

em
be

r 
w

ai
tin

g 
fo

r 
45

 m
in

ut
es

 fo
r 

th
e 

ne
xt

 W
he

el
-T

ra
ns

 b
us

 a
t a

 v
er

y 
un

co
m

fo
rt

ab
le

 b
us

 s
to

p 
w

ith
 n

o 
sh

el
te

r.
 It

 
se

em
s 

D
RT

 u
pg

ra
de

d 
an

d 
ke

ep
s 

m
e 

in
 th

e 
lo

op
 a

s 
to

 w
he

n 
m

y 
ne

xt
 c

on
ne

ct
io

n 
is

!

69



Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

37

D
es

ir
ed

 le
ve

l o
f 

co
m

m
un

ic
at

io
n

D
ig

it
al

 s
av

vi
ne

ss

Fu
tu

re
 s

ta
te

 |
Cu

st
om

er
 p

er
sp

ec
tiv

e 
an

d 
ex

pe
ri

en
ce

Th
e 

D
em

an
d 

Re
sp

on
si

ve
 fu

tu
re

 s
ta

te
 s

er
vi

ce
 d

el
iv

er
y 

m
od

el
 is

 e
xp

ec
te

d 
to

 im
pa

ct
 G

re
g’

s 
cu

st
om

er
 jo

ur
ne

y 
as

 fo
llo

w
s

G
R

E
G

•
80

 y
ea

rs
 o

ld
•

Re
tir

ed
, l

iv
es

 in
 L

TC
ho

m
e

•
In

te
rn

al
 R

id
er

: O
sh

aw
a

P
ro

fil
e

G
re

g 
li v

es
 in

 a
n 

LT
C 

in
 O

sh
aw

a 
an

d 
ha

s 
se

en
 h

is
 s

ch
ed

ul
ed

 r
ou

te
 c

on
ve

rt
 to

 O
n 

D
em

an
d.

 H
is

 ty
pi

ca
l t

ri
ps

 to
 th

e 
lib

ra
ry

 a
nd

 
bi

ng
o 

ha
ll 

ha
ve

 b
ee

n 
in

te
rr

up
te

d 
as

 h
e 

he
ar

d 
hi

s 
ty

pi
ca

l r
ou

te
 r

eq
ui

re
s 

2 
bu

se
s 

an
d 

a 
tr

an
sf

er
.

Fr
us

tr
at

io
ns

•
G

re
g 

do
es

n’
t o

w
n 

a 
sm

ar
tp

ho
ne

 o
r 

co
m

pu
te

r 
an

d
w

an
ts

 e
as

y 
op

tio
ns

 to
 a

cc
es

s 
ac

tiv
iti

es
 a

s
fa

ci
lit

at
es

 o
pe

n 
up

 fr
om

 C
O

V
ID

 r
es

tr
ic

tio
ns

.

Ex
pe

ct
at

io
ns

•
A

n 
ea

sy
 r

ou
te

 to
 h

is
 ty

pi
ca

l d
es

tin
at

io
ns

, s
up

po
rt

 in
un

de
rs

ta
nd

in
g 

th
e 

ne
w

 s
ys

te
m

 a
nd

 s
up

po
rt

 in
 a

cc
es

si
ng

te
ch

no
lo

gy
.

Ti
m

e 
se

ns
it

iv
it

y
In

cl
in

at
io

n 
to

 s
el

f-
se

rv
e

T
A

R
G

E
T

 F
U

T
U

R
E

 S
T

A
T

E
 J

O
U

R
N

E
Y

Journey Points

D
RT

 s
ta

ff
 v

is
it 

G
re

g’
s 

LT
C 

an
d 

di
st

ri
bu

te
 

fly
er

s 
on

 th
e 

ne
w

 
se

rv
ic

e 
an

d 
an

sw
er

 
qu

es
tio

ns
 a

ft
er

 
se

tt
in

g 
up

 a
n 

iP
ad

 
an

d 
bo

ok
in

g 
st

at
io

n 
fo

r 
re

si
de

nt
s

G
re

g 
is

 a
bl

e 
to

 
us

e 
th

e 
iP

ad
 to

as
k 

ab
ou

t h
is

 
ro

ut
e 

an
d 

ge
t 

m
ap

s 
an

d 
in

fo
rm

at
io

n 
on

 
th

e 
ex

ac
t r

ou
te

W
ith

 th
e 

iP
ad

 tu
to

ri
al

 
in

 m
in

d,
 G

re
g 

tr
ie

s 
bo

ok
in

g 
hi

s 
tr

ip
 fo

r 
th

e 
bi

ng
o 

ha
ll 

an
d 

se
es

 
th

at
 a

 b
us

 w
ill

 c
om

e 
in

 
10

 m
in

ut
es

 a
nd

 
an

ot
he

r 
bu

s 
w

ill
 c

om
e 

in
 2

0 
at

 h
is

 tr
an

sf
er

G
re

g 
bo

ar
ds

 th
e 

bu
s 

an
d 

fo
ll o

w
s 

hi
s 

fly
er

 m
ap

 to
 tr

ac
k 

w
he

n 
to

 tr
an

sf
er

 
an

d 
do

es
 s

o,
 

w
ai

tin
g 

at
 th

e 
ne

xt
 

st
op

A
no

th
er

 b
us

 
co

m
es

 t
o 

pi
ck

 u
p 

G
re

g.
 A

t t
he

 
bi

ng
o 

ha
ll,

 G
re

g 
ca

n 
us

e 
th

e 
ph

on
e 

to
 c

al
l f

or
 

an
ot

he
r 

O
n 

D
em

an
d 

tr
ip

 b
ac

k

G
re

g 
sp

ea
ks

 w
ith

 
Cu

st
om

er
 S

er
vi

ce
 

st
af

f w
ho

 b
oo

k 
hi

m
 a

n 
im

m
ed

ia
te

 
bu

s 
ba

ck
 a

nd
 h

e 
fo

llo
w

s 
th

e 
sa

m
e 

ro
ut

e 
ba

ck
 o

n 
hi

s 
m

ap

Moments that matter

I’m
 q

ui
te

 in
te

re
st

ed
 in

 tr
yi

ng
 th

e 
bu

s 
ag

ai
n 

–
it 

do
es

n’
t s

ee
m

 to
o 

co
m

pl
ic

at
ed

 
an

d 
a 

fe
w

 o
r 

m
y 

fr
ie

nd
s 

w
ill

 ta
ke

 it
 w

ith
 

m
e.

 I 
ha

ve
 s

om
e 

re
so

ur
ce

s 
no

w
 t

o 
bo

ok
 

an
d 

pl
an

 m
y 

tr
ip

Th
e 

iP
ad

 w
as

 v
er

y 
si

m
pl

e 
to

 u
se

 a
nd

 
th

er
e 

w
er

e 
m

ap
s 

an
d 

fly
er

s 
av

ai
la

bl
e 

fo
r 

m
e 

to
 fo

llo
w

 m
y 

tr
ip

 o
nc

e 
I 

bo
ok

ed
 it

 –
I w

as
 a

m
az

ed
 th

at
 I 

co
ul

d 
or

de
r 

th
e 

bu
s 

ev
en

 a
t n

ig
ht

 

I w
as

 s
ur

pr
is

ed
 b

y 
ho

w
 fa

st
 t

he
 

bu
s 

ca
m

e 
af

te
r 

I a
ls

o 
or

de
re

d 
it 

th
ro

ug
h 

te
le

ph
on

e.
 T

he
 s

ta
ff

 
w

er
e 

ni
ce

 a
nd

 h
el

pf
ul

 a
nd

 I 
fo

llo
w

ed
 m

y 
sa

m
e 

tr
ip

 b
ac

k

Th
e 

ne
w

 b
us

 s
ys

te
m

 is
 a

ct
ua

lly
 p

re
tt

y 
si

m
pl

e 
an

d 
I h

ea
rd

 it
 s

er
ve

s 
al

l o
ve

r 
D

ur
ha

m
. I

’ll
 tr

y 
it 

ne
xt

 w
ee

k 
to

 v
is

it 
m

y 
fa

m
ily

 in
 B

ea
ve

rt
on

 a
s 

it 
ev

en
 g

oe
s 

up
 

no
rt

h!

70



Fu
tu

re
 s

ta
te

 |
Cu

st
om

er
 p

er
sp

ec
tiv

e 
an

d 
ex

pe
ri

en
ce

Th
e 

D
em

an
d 

Re
sp

on
si

ve
 fu

tu
re

 s
ta

te
 s

er
vi

ce
 d

el
iv

er
y 

m
od

el
 is

 e
xp

ec
te

d 
to

 im
pa

ct
 X

av
ie

r’s
 c

us
to

m
er

 jo
ur

ne
y 

as
 fo

llo
w

s

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

38

D
ig

it
al

 s
av

vi
ne

ss

•
19

 y
ea

rs
 o

ld
•

St
ud

en
t a

t O
nt

ar
io

 T
ec

h
U

ni
ve

rs
ity

 (O
sh

aw
a)

•
In

te
rn

al
 R

id
er

: U
xb

ri
dg

e
to

 O
sh

aw
a

X
A

V
I

E
R

P
ro

fil
e

Xa
vi

er
 is

 lo
ok

in
g 

fo
rw

ar
d 

to
 s

tu
dy

in
g 

on
 c

am
pu

s 
as

 C
O

V
ID

 r
es

tr
ic

tio
ns

 li
ft

. H
e 

is
 a

 c
ho

ic
e 

ri
de

r 
an

d 
ca

n 
us

e 
th

e 
ca

r 
fr

om
 h

is
fa

m
ily

 h
om

e 
in

 r
ur

al
 U

xb
ri

dg
e.

Fr
us

tr
at

io
ns

•
Tr

an
sf

er
s 

an
d 

tim
e 

it 
ta

ke
s 

to
 tr

av
el

 fr
om

U
xb

ri
dg

e 
to

 O
sh

aw
a 

m
ak

es
 th

e 
ca

r 
se

em
 li

ke
 a

n
ea

si
er

 tr
an

sp
or

ta
tio

n 
op

tio
n.

Ex
pe

ct
at

io
ns

•
A

ff
or

da
bl

e 
an

d 
re

lia
bl

e 
se

rv
ic

e 
to

 g
et

 to
 c

la
ss

 o
n 

tim
e.

 A
bi

lit
y 

to
co

m
e 

ho
m

e 
la

te
r 

at
 n

ig
ht

 a
ft

er
 a

 lo
ng

 d
ay

 s
tu

dy
in

g.

Ti
m

e 
se

ns
it

iv
it

y
D

es
ir

ed
 le

ve
l o

f 
co

m
m

un
ic

at
io

n
In

cl
in

at
io

n 
to

 s
el

f-
se

rv
e

T
A

R
G

E
T

 F
U

T
U

R
E

 S
T

A
T

E
 J

O
U

R
N

E
Y

JourneyPoints  

Xa
vi

er
 is

 
in

te
re

st
ed

 in
 

ta
ki

ng
 tr

an
si

t 
to

 s
ch

oo
l 

w
he

n 
he

 
do

es
n’

t h
av

e 
ac

ce
ss

 t
o 

th
e 

ca
r

H
e 

go
es

 o
n 

D
RT

’s
 In

st
ag

ra
m

 
an

d 
le

ar
ns

 a
bo

ut
 

th
e 

ne
w

 O
ne

 D
RT

 
sy

st
em

 a
nd

 
do

w
nl

oa
ds

 t
he

 
D

RT
 a

pp

Xa
vi

er
 te

st
s 

hi
s 

ro
ut

e 
to

 u
ni

ve
rs

ity
 

an
d 

se
es

 h
e 

ca
n 

ta
ke

 a
n 

O
n 

D
em

an
d 

bu
s 

to
 th

e 
sc

he
du

le
d 

90
5 

bu
s

Th
e 

O
n 

D
em

an
d 

tr
ip

 is
 o

nl
y 

a 
bi

t 
lo

ng
er

 a
nd

 h
e 

ca
n 

pr
e-

pa
y 

w
ith

 h
is

 
A

pp
le

 P
ay

 o
n 

th
e 

ap
p

H
e 

or
de

rs
 th

e 
ri

de
 a

nd
 

ge
ts

 n
ot

ifi
ca

tio
ns

 
w

he
n 

th
e 

bu
s 

is
 a

t t
he

 
st

op
 n

ea
r 

hi
s 

ho
us

e 
an

d 
al

so
 r

ec
ei

ve
s 

no
tif

ic
at

io
ns

 o
n 

th
e 

bu
s 

w
he

n 
ne

ar
 h

is
 

tr
an

sf
er

 s
to

p 

Xa
vi

er
 tr

an
sf

er
s 

at
 

th
e 

st
op

 a
nd

 th
e 

ap
p 

ha
s 

up
da

te
d 

st
at

us
 o

f t
he

 
sc

he
du

le
d 

90
5 

bu
s

Xa
vi

er
 p

ay
s 

sh
ow

in
g 

hi
s 

pr
ep

ai
d 

bu
s 

fa
re

 o
n 

hi
s 

ph
on

e 
an

d 
bo

ar
ds

A
ft

er
 a

 lo
ng

 d
ay

 o
f 

st
ud

yi
ng

, X
av

ie
r’

s 
90

5 
bu

s 
do

es
n’

t 
ru

n 
at

 n
ig

ht
 a

nd
 

he
 a

lte
rn

at
iv

el
y 

ta
ke

s 
2 

O
n 

D
em

an
d 

bu
se

s 
ho

m
e 

w
ith

 1
 

tr
an

sf
er

 in
 P

or
t 

Pe
rr

y

H
e 

is
 a

bl
e 

to
 tr

ac
k 

hi
s 

jo
ur

ne
y 

in
 r

ea
l-t

im
e,

 
pr

ov
id

e 
fe

ed
ba

ck
 a

nd
 

pl
an

 h
is

 n
ex

t w
ee

k 
of

 
tr

ip
s 

w
ith

 p
re

-b
oo

ki
ng

Moments that matter

It 
w

as
 s

o 
ea

sy
 to

 fi
nd

 m
or

e 
in

fo
 o

n 
th

e 
D

RT
 o

ff
er

in
g 

an
d 

I 
w

as
 a

bl
e 

to
 q

ui
ck

ly
 d

ow
nl

oa
d 

th
e 

ap
p 

an
d 

se
nd

 th
e 

In
st

ag
ra

m
 p

os
t t

o 
fr

ie
nd

s

I p
re

fe
r 

to
 ta

ke
 th

e 
ca

r 
bu

t t
he

 b
us

 w
as

 r
ea

lly
 

co
nv

en
ie

nt
 a

nd
 I 

co
ul

d 
st

ud
y 

on
 th

e 
w

ay
 to

 
sc

ho
ol

I w
as

 a
bl

e 
to

 tr
ac

k 
m

y 
cu

rr
en

t 
an

d 
up

co
m

in
g 

r i
de

s 
an

d 
ge

t 
no

tif
ic

at
io

ns
 o

n 
m

y 
ne

xt
 r

id
e 

an
d 

ne
xt

 s
to

p.
 T

hi
s 

w
as

 s
up

er
 

he
lp

fu
l!

I u
su

al
ly

 h
av

e 
to

 r
us

h 
ho

m
e 

to
 g

et
 th

e 
la

st
 9

05
 b

us
 

bu
t I

 c
ou

ld
 s

tu
dy

 a
nd

 g
et

 th
e 

O
n 

D
em

an
d 

bu
se

s 
ba

ck
 

ev
en

 t
o 

U
xb

ri
dg

e!
 It

 w
as

 g
re

at
 a

nd
 m

y 
pa

re
nt

s 
di

dn
’t 

ha
ve

 t
o 

pi
ck

 m
e 

up

71



Fu
tu

re
 s

ta
te

 |
Cu

st
om

er
 p

er
sp

ec
tiv

e 
an

d 
ex

pe
ri

en
ce

Th
e 

D
em

an
d 

Re
sp

on
si

ve
 fu

tu
re

 s
ta

te
 s

er
vi

ce
 d

el
iv

er
y 

m
od

el
 is

 e
xp

ec
te

d 
to

 im
pa

ct
 M

ar
ia

m
’s

 c
us

to
m

er
 jo

ur
ne

y 
as

 fo
llo

w
s

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

39

M
A

R
I

A
M

•
34

 y
ea

rs
 o

ld
•

Pa
rt

-t
im

e 
w

or
ke

r
•

In
te

rn
al

 a
nd

 C
ro

ss
-

Bo
un

da
ry

 R
id

er
: W

hi
tb

y 
to

To
ro

nt
o

P
ro

fil
e

M
ar

ia
m

 r
ec

en
tly

 m
ov

ed
 to

 D
ur

ha
m

 fr
om

 M
is

si
ss

au
ga

 a
nd

 is
 a

 m
ot

he
r 

to
 a

 4
-y

ea
r 

ol
d 

an
d 

ca
re

ta
ke

r 
to

 h
er

 e
ld

er
ly

 p
ar

en
ts

. S
he

 
w

or
ks

 p
ar

t-
tim

e 
in

 d
ow

nt
ow

n 
To

ro
nt

o.
 

Fr
us

tr
at

io
ns

•
A

pp
re

he
ns

io
n 

ar
ou

nd
 th

e 
O

n 
D

em
an

d 
se

rv
ic

e 
th

at
m

ay
 le

ad
 to

 h
er

 m
is

si
ng

 h
er

 tr
ai

n.
 L

an
gu

ag
e

ba
rr

ie
rs

 fo
r 

he
r 

el
de

rl
y 

pa
re

nt
s 

to
 u

se
 D

RT
.

Ex
pe

ct
at

io
ns

•
Tr

an
si

t t
o 

su
pp

or
t h

er
 o

cc
as

io
na

l t
ri

ps
 to

 th
e 

of
fic

e 
vi

a 
W

hi
tb

y
G

O
 a

nd
 e

as
y-

to
-u

nd
er

st
an

d 
tr

an
si

t o
pt

io
ns

 fo
r 

he
r 

el
de

rl
y

pa
re

nt
s.

Ti
m

e 
se

ns
it

iv
it

y
D

ig
it

al
 s

av
vi

ne
ss

D
es

ir
ed

 le
ve

l o
f 

co
m

m
un

ic
at

io
n

In
cl

in
at

io
n 

to
 s

el
f-

se
rv

e

T
A

R
G

E
T

 F
U

T
U

R
E

 S
T

A
T

E
 J

O
U

R
N

E
Y

Journey Points

M
ar

ia
m

 
le

ar
ne

d 
of

 
D

RT
’s

 n
ew

 
of

fe
ri

ng
 

th
ro

ug
h 

th
e 

re
gi

on
al

 
ne

w
sp

ap
er

Sh
e 

ch
ec

ke
d 

on
lin

e 
fo

r 
m

or
e 

in
fo

rm
at

io
n 

on
 th

e 
D

RT
 w

eb
si

te
 a

nd
 

le
ar

ne
d 

ab
ou

t p
re

-
bo

ok
in

g 
an

d 
ap

p 
/ 

te
le

ph
on

e 
bo

ok
in

g

Sh
e 

do
w

nl
oa

ds
 th

e 
ap

p 
an

d 
al

so
 s

ho
w

s 
he

r 
el

de
rl

y 
pa

re
nt

s 
ho

w
 t

o 
us

e 
th

e 
on

lin
e 

co
m

pu
te

r 
bo

ok
in

g

Sh
e 

ch
oo

se
s 

th
e 

la
ng

ua
ge

 s
et

tin
g 

of
 

he
r 

ch
oi

ce
 a

nd
 

se
es

 b
oo

ki
ng

 a
nd

 
tu

to
ri

al
s 

in
 U

rd
u 

w
hi

ch
 s

he
 c

lic
ks

 fo
r 

he
r 

pa
re

nt
s

H
er

 p
ar

en
ts

 
ar

e 
ab

le
 to

 
bo

ok
 a

 tr
ip

 to
 

th
e 

m
al

l a
nd

 
th

ey
 s

ch
ed

ul
e 

a 
ri

de
 a

he
ad

 
of

 ti
m

e 
fo

r 
a 

tr
ip

 b
ac

k

M
ar

ia
m

 le
ar

ns
 

ab
ou

t p
re

-b
oo

ki
ng

 
an

d 
bo

ok
s 

he
r 

2x
 

w
ee

kl
y 

tr
ip

s 
to

 th
e 

W
hi

tb
y 

G
O

 fo
r 

he
r 

tr
ai

n 
to

 w
or

k

Sh
e 

vi
ew

s 
th

e 
ap

pr
ox

im
at

e 
w

ai
t 

an
d 

tr
ip

 ti
m

e 
an

d 
or

de
rs

 th
e 

bu
se

s 
ah

ea
d 

of
 ti

m
e 

to
 

ac
co

m
m

od
at

e 
he

r 
tr

ai
n 

tim
es

D
ur

in
g 

he
r 

ac
tu

al
 

ri
de

, s
he

 m
o n

ito
rs

 
th

e 
bu

s’
 s

ta
tu

s 
in

 
re

al
 ti

m
e 

to
 

en
su

re
 s

he
 c

an
 

m
ak

e 
it 

to
 th

e 
tr

ai
n

Sh
e 

pa
ys

 w
ith

 h
er

 
Pr

es
to

 c
ar

d 
an

d 
bo

ok
s 

an
 O

n 
D

em
an

d 
bu

s 
ba

ck
 a

ft
er

 h
er

 d
ay

 a
t 

w
or

k

Moments that matter

I w
as

 a
 b

it 
he

si
ta

nt
 t

o 
tr

y 
ou

t 
th

e 
se

rv
ic

e 
at

 fi
rs

t b
ut

 th
e 

w
eb

si
te

 h
ad

 c
om

pr
eh

en
si

ve
 

in
st

ru
ct

io
ns

 in
 b

ot
h 

En
gl

is
h 

an
d 

U
rd

u 
fo

r 
m

y 
fa

m
ily

 a
nd

 I

I l
ov

e 
th

e 
pr

e-
bo

ok
in

g 
fe

at
u r

e 
an

d 
pr

ob
ab

ly
 

w
ou

ld
n’

t u
se

 th
is

 if
 it

 w
as

n’
t 

fo
r 

th
at

 –
ot

he
rw

is
e 

it’
s 

to
o 

ri
sk

y 
to

 b
oo

k 
m

y 
ri

de
 la

st
 

m
in

ut
e 

in
 c

as
e 

I d
on

’t 
m

ak
e 

it 
to

 th
e 

G
O

 
st

at
io

n

It’
s 

a 
go

od
 th

in
g 

th
at

 th
er

e’
s 

re
al

-t
im

e  
tr

ip
 m

on
ito

ri
ng

 w
hi

ch
 

re
al

ly
 h

el
ps

 m
e 

kn
ow

 w
he

n 
m

y 
ne

xt
 r

id
e 

is
 c

om
in

g

I’l
l d

ef
in

ite
ly

 u
se

 D
em

an
d 

Re
sp

on
si

ve
 a

ga
in

 
an

d 
th

er
e 

ar
e 

ev
en

 c
ar

 s
ea

t o
pt

io
ns

 I 
ca

n 
lo

ok
 

at
 if

 I 
w

an
t 

to
 ta

ke
 m

y 
da

ug
ht

er
 w

ith
 m

e

72



A
cc

es
si

bi
lit

y 
an

d 
A

O
DA

 c
on

si
de

ra
tio

ns
Cu

rr
en

t D
RT

 S
pe

ci
al

iz
ed

 s
er

vi
ce

 p
ra

ct
ic

es
 a

re
 c

om
pl

ia
nt

 w
ith

 th
e 

A
cc

es
si

bi
lit

y 
fo

r 
O

nt
ar

ia
ns

 w
ith

 D
is

ab
ili

tie
s 

A
ct

 (A
O

DA
)

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

40

Cu
rr

en
t 

st
at

e 
ob

se
rv

at
io

n
A

O
DA

* 
Co

m
pl

ia
nt

?
Su

pp
or

ti
ng

 e
vi

de
nc

e 
an

d 
fu

tu
re

 s
ta

te
 c

on
si

de
ra

ti
on

s

A
pp

lic
at

io
n 

of
 e

lig
ib

ili
ty

 c
ri

te
ri

a
•

D
RT

 u
se

s 
th

e 
th

re
e 

ca
te

go
ri

es
 o

f
el

ig
ib

ili
ty

 a
nd

 a
ss

oc
ia

te
d 

A
O

D
A

de
fin

iti
on

s 
of

 th
os

e 
ca

te
go

ri
es

 to
de

te
rm

in
e 

w
ho

 q
ua

lif
ie

s 
to

 r
ec

ei
ve

‘S
pe

ci
al

iz
ed

 tr
an

sp
or

ta
tio

n 
se

rv
ic

es
’

(w
hi

ch
 is

 d
ef

in
ed

 u
nd

er
 r

eg
ul

at
io

n 
as

 a
pu

bl
ic

 p
as

se
ng

er
 tr

an
sp

or
ta

tio
n

se
rv

ic
e 

th
at

 is
 d

es
ig

ne
d 

to
 tr

an
sp

or
t

pe
rs

on
s 

w
ith

 d
is

ab
ili

tie
s)

.
•

O
ft

en
 p

er
so

ns
 w

ith
 c

on
di

tio
na

l
el

ig
ib

ili
ty

 a
re

 s
ch

ed
ul

ed
 o

n 
“i

nt
eg

ra
te

d
tr

ip
s”

 th
at

 u
se

 a
 S

pe
ci

al
iz

ed
 s

er
vi

ce
ve

hi
cl

e 
fo

r 
on

ly
 p

ar
t o

f t
he

ir
 tr

ip
 a

nd
re

qu
ir

e 
on

e 
or

 m
or

e 
ve

hi
cl

e 
tr

an
sf

er
s.

Ye
s

•
In

 s
om

e 
ca

se
s,

 c
us

to
m

er
s 

el
ig

ib
le

 fo
r 

Sp
ec

ia
liz

ed
 s

er
vi

ce
 h

av
e 

be
en

 r
ea

ss
es

se
d 

us
in

g 
th

e 
th

re
e 

A
O

D
A

ca
te

go
ri

es
 fo

r 
el

ig
ib

ili
ty

, r
es

ul
tin

g 
in

 a
 p

er
ce

iv
ed

 “
do

w
ng

ra
de

” 
in

 s
er

vi
ce

 a
va

ila
bl

e 
to

 th
e 

cu
st

om
er

 (e
.g

.
fr

om
 u

nc
on

di
tio

na
l t

o 
co

nd
iti

on
al

 o
r 

fr
om

 c
on

di
tio

na
l t

o 
no

t e
lig

ib
le

).
 A

s 
pe

r 
O

. R
eg

 1
91

/1
1,

 s
. 6

3 
(3

),
ev

en
 if

 a
 c

us
to

m
er

 o
f S

pe
ci

al
iz

ed
 s

er
vi

ce
 is

 a
ss

es
se

d 
(o

r 
re

as
se

ss
ed

) u
nd

er
 th

e 
A

O
D

A
 to

 b
e 

a 
pe

rs
on

ca
te

go
ri

ze
d 

as
 h

av
in

g 
te

m
po

ra
ry

 o
r 

co
nd

iti
on

al
 e

lig
ib

ili
ty

 fo
r 

Sp
ec

ia
liz

ed
 s

er
vi

ce
, D

RT
 “

m
ay

 d
en

y 
re

qu
es

ts
fo

r 
Sp

ec
ia

liz
ed

 tr
an

sp
or

ta
tio

n 
se

rv
ic

es
...

 if
 th

e 
co

nv
en

tio
na

l t
ra

ns
po

rt
at

io
n 

se
rv

ic
e 

is
 a

cc
es

si
bl

e 
to

 th
e

pe
rs

on
 a

nd
 th

e 
pe

rs
on

 h
as

 th
e 

ab
ili

ty
 to

 u
se

 it
.”

•
U

lti
m

at
el

y,
 c

us
to

m
er

s 
as

se
ss

ed
 a

s 
ha

vi
ng

 c
on

di
tio

na
l o

r 
te

m
po

ra
ry

 e
lig

ib
ili

ty
 fo

r 
Sp

ec
ia

liz
ed

 s
er

vi
ce

 w
ill

ha
ve

 g
re

at
er

 fl
ex

ib
ili

ty
 to

 p
la

n,
 b

oo
k 

an
d 

tr
av

el
 v

ia
 in

te
gr

at
ed

 tr
ip

s 
un

de
r 

th
e 

fu
tu

re
 s

ta
te

 m
od

el
.

•
D

RT
 w

ill
 a

ls
o 

co
nt

in
ue

 to
 p

ro
vi

de
 “

si
ng

le
 v

eh
ic

le
, d

oo
r-

to
-d

oo
r 

se
rv

ic
e”

 to
 p

er
so

ns
 a

ss
es

se
d 

as
 h

av
in

g
un

co
nd

iti
on

al
 e

lig
ib

ili
ty

 to
 r

ec
ei

ve
 S

pe
ci

al
iz

ed
 s

er
vi

ce
 b

ec
au

se
 th

ei
r 

di
sa

bi
lit

y 
pr

ev
en

ts
 th

em
 fr

om
 u

si
ng

co
nv

en
tio

na
l t

ra
ns

po
rt

at
io

n 
se

rv
ic

es
.

O
ri

gi
n 

to
 d

es
ti

na
ti

on
 s

er
vi

ce
s

•
N

ot
 a

ll 
cu

st
om

er
s 

el
ig

ib
le

 fo
r

Sp
ec

ia
liz

ed
 s

er
vi

ce
 r

ec
ei

ve
 “

si
ng

le
ve

hi
cl

e,
 d

oo
r-

to
-d

oo
r 

se
rv

ic
e”

.
•

So
m

e 
Sp

ec
ia

liz
ed

 s
er

vi
ce

 c
us

to
m

er
s

ha
ve

 b
ee

n 
re

ce
iv

in
g 

“s
in

gl
e 

ve
hi

cl
e,

do
or

-t
o-

do
or

 s
er

vi
ce

” 
w

ho
se

 e
lig

ib
ili

ty
ha

s 
be

en
 r

ea
ss

es
se

d,
 r

es
ul

tin
g 

in
 th

e
cu

st
om

er
 n

ee
di

ng
 to

 tr
an

si
tio

n 
to

ta
ki

ng
 a

n 
“i

nt
eg

ra
te

d 
tr

ip
.”

Ye
s

•
A

cc
or

di
ng

 to
 O

 R
eg

. 1
91

/1
1,

 s
.4

8,
 “

or
ig

in
 to

 d
es

tin
at

io
n”

 s
er

vi
ce

s 
re

fe
rs

 to
 th

e 
“o

ve
ra

ll 
pa

ck
ag

e 
of

tr
an

sp
or

ta
tio

n 
se

rv
ic

es
 th

at
 a

llo
w

s 
[D

RT
] t

o 
pr

ov
id

e,
 in

 a
 fl

ex
ib

le
 w

ay
, t

ra
ns

po
rt

at
io

n 
se

rv
ic

es
 in

 a
 m

an
ne

r
th

at
 b

es
t m

ee
ts

 t
he

 n
ee

ds
 o

f p
er

so
ns

 w
ith

 d
is

ab
ili

tie
s”

 a
nd

 “
m

ay
 in

cl
ud

e 
se

rv
ic

es
 o

n 
an

y 
ac

ce
ss

ib
le

co
nv

en
tio

na
l t

ra
ns

po
rt

at
io

n 
se

rv
ic

es
.”

 D
RT

’s
 d

ef
in

iti
on

 o
f “

in
te

gr
at

ed
 tr

ip
s”

 o
r 

“F
am

ily
 o

f S
er

vi
ce

s”
ap

pr
oa

ch
 to

 d
el

iv
er

in
g 

pu
bl

ic
 tr

an
si

t c
on

fo
rm

 to
 th

is
 d

ef
in

iti
on

 a
nd

 s
er

vi
ce

 le
ve

l w
he

re
by

 e
lig

ib
le

cu
st

om
er

s 
re

ce
iv

e 
a 

Sp
ec

ia
liz

ed
 S

er
vi

ce
 v

eh
ic

le
 a

nd
 c

on
ve

nt
io

na
l f

le
et

 v
eh

ic
le

 o
n 

a 
fix

ed
 r

ou
te

 e
ac

h 
fo

r
so

m
e 

po
rt

io
n 

of
 th

ei
r 

tr
ip

.
•

D
RT

 m
us

t p
ro

vi
de

 o
ri

gi
n 

to
 d

es
tin

at
io

n 
se

rv
ic

es
 (u

nd
er

 th
e 

ab
ov

e 
de

fin
iti

on
) “

th
at

 ta
ke

 in
to

 a
cc

ou
nt

 th
e

ab
ili

tie
s 

of
 it

s 
pa

ss
en

ge
rs

 a
nd

 th
at

 a
cc

om
m

od
at

es
 t

he
ir

 a
bi

lit
ie

s,
” 

w
hi

ch
 is

 e
vi

de
nc

ed
 b

y 
D

RT
’s

 p
ra

ct
ic

e 
of

on
ly

 s
ch

ed
ul

in
g 

el
ig

ib
le

 c
us

to
m

er
s 

on
 in

te
gr

at
ed

 tr
ip

s 
if 

th
e 

nu
m

be
r 

of
 v

eh
ic

le
 tr

an
sf

er
s 

ar
e 

w
ith

in
 th

e
ab

ili
tie

s 
of

 th
e 

cu
st

om
er

, t
ra

ns
fe

r 
lo

ca
tio

ns
 a

re
 a

pp
ro

pr
ia

te
, a

nd
 th

e 
de

st
in

at
io

ns
 a

re
 m

or
e 

th
an

 3
 k

m
 fr

om
th

e 
or

ig
in

 o
f t

he
 tr

ip
 (o

th
er

w
is

e 
D

RT
 p

ro
vi

de
s 

a 
“o

ne
-v

eh
ic

le
, d

oo
r-

to
-d

oo
r 

se
rv

ic
e)

.

73



A
cc

es
si

bi
lit

y 
an

d 
A

O
DA

 c
on

si
de

ra
tio

ns
Cu

rr
en

t D
RT

 S
pe

ci
al

iz
ed

 s
er

vi
ce

 p
ra

ct
ic

es
 a

re
 c

om
pl

ia
nt

 w
ith

 th
e 

A
cc

es
si

bi
lit

y 
fo

r 
O

nt
ar

ia
ns

 w
ith

 D
is

ab
ili

tie
s 

A
ct

 (A
O

DA
)

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

41

Cu
rr

en
t 

st
at

e 
ob

se
rv

at
io

n
A

O
DA

* 
Co

m
pl

ia
nt

?
Su

pp
or

ti
ng

 e
vi

de
nc

e 
an

d 
fu

tu
re

 s
ta

te
 c

on
si

de
ra

ti
on

s

R
eq

ui
re

m
en

ts
 f

or
 a

tt
en

da
nt

 (“
su

pp
or

t 
pe

rs
on

”
•

D
RT

 m
ay

 d
en

y 
a 

cu
st

om
er

 S
pe

ci
al

iz
ed

tr
an

sp
or

ta
tio

n 
se

rv
ic

es
 to

 o
r 

fr
om

 a
de

st
in

at
io

n 
if 

th
ey

 d
o 

no
t h

av
e 

an
“s

up
po

rt
 p

er
so

n”
 p

re
se

nt
 o

n 
th

e
ve

hi
cl

e.
•

A
 “

su
pp

or
t p

er
so

n”
 m

ea
ns

, i
n 

re
la

tio
n

to
 a

 p
er

so
n 

w
ith

 a
 d

is
ab

ili
ty

, a
no

th
er

pe
rs

on
 w

ho
 a

cc
om

pa
ni

es
 th

em
 in

or
de

r 
to

 h
el

p 
w

ith
 c

om
m

un
ic

at
io

ns
,

m
ob

ili
ty

, p
er

so
na

l c
ar

e 
or

 m
ed

ic
al

ne
ed

s 
or

 w
ith

 a
cc

es
s 

to
 g

oo
ds

,
se

rv
ic

es
 o

r 
fa

ci
lit

ie
s.

Ye
s

•
W

hi
le

 “
it 

is
 th

e 
re

sp
on

si
bi

lit
y 

of
 a

 p
er

so
n 

w
ith

 a
 d

is
ab

ili
ty

 to
 d

em
on

st
ra

te
 t

o 
[D

RT
] t

he
ir

 n
ee

d 
fo

r 
a 

su
pp

or
t

pe
rs

on
 to

 a
cc

om
pa

ny
 th

em
 o

n 
th

e 
co

nv
en

tio
na

l o
r 

sp
ec

ia
liz

ed
 tr

an
sp

or
ta

tio
n 

se
rv

ic
e,

” 
th

e 
pr

ov
id

er
 m

ay
al

so
 “

m
ay

 r
eq

ui
re

 a
 p

er
so

n 
w

ith
 a

 d
is

ab
ili

ty
 to

 b
e 

ac
co

m
pa

ni
ed

 b
y 

a 
su

pp
or

t p
er

so
n 

w
he

n 
on

 th
e 

pr
em

is
es

”
ac

co
rd

in
g 

to
 P

ar
t I

V
.2

 C
us

to
m

er
 S

er
vi

ce
 S

ta
nd

ar
ds

 s
. 8

0.
47

 (%
).

•
H

ow
ev

er
, D

RT
 m

ay
 r

eq
ui

re
 a

 s
up

po
rt

 p
er

so
n,

 o
nl

y 
if 

af
te

r 
co

ns
ul

tin
g 

w
ith

 th
e 

pe
rs

on
 w

ith
 a

 d
is

ab
ili

ty
 a

nd
co

ns
id

er
in

g 
th

e 
av

ai
la

bl
e 

ev
id

en
ce

, d
et

er
m

in
in

g 
th

at
:

a)
A

 s
up

po
rt

 p
er

so
n 

is
 n

ec
es

sa
ry

 t
o 

pr
ot

ec
t t

he
 h

ea
lth

 o
r 

sa
fe

ty
 o

f t
he

 p
er

so
n 

w
ith

 a
 d

is
ab

ili
ty

 o
f t

he
he

al
th

 o
r 

sa
fe

ty
 o

f o
th

er
s 

on
 th

e 
pr

em
is

es
; a

nd
,

b)
Th

er
e 

is
 n

o 
ot

he
r 

re
as

on
ab

le
 w

ay
 to

 p
ro

te
ct

 t
he

 h
ea

lth
 o

r 
sa

fe
ty

 o
f t

he
 p

er
so

n 
w

ith
 th

e 
di

sa
bi

lit
y

an
d 

th
e 

he
al

th
 o

r 
sa

fe
ty

 o
f o

th
er

s 
on

 th
e 

pr
em

is
es

.
•

Ev
id

en
ce

 s
ug

ge
st

s 
th

at
 w

hi
le

 D
RT

 v
eh

ic
le

 o
pe

ra
to

rs
 m

us
t b

e 
tr

ai
ne

d 
ab

ou
t t

he
 fo

llo
w

in
g:

1.
H

ow
 to

 in
te

ra
ct

 a
nd

 c
om

m
un

ic
at

e 
w

ith
 p

er
so

ns
 w

ith
 v

ar
io

us
 ty

pe
s 

of
 d

is
ab

ili
ty

.
2.

H
ow

 to
 in

te
ra

ct
 w

ith
 p

er
so

ns
 w

ith
 d

is
ab

ili
tie

s 
w

ho
 u

se
 a

n 
as

si
st

iv
e 

de
vi

ce
 o

r 
re

qu
ir

e 
th

e 
as

si
st

an
ce

of
 a

 g
ui

de
 d

og
 o

r 
ot

he
r 

se
rv

ic
e 

an
im

al
 o

r 
as

si
st

an
ce

 o
f a

 s
up

po
rt

 p
er

so
n.

3.
H

ow
 to

 u
se

 e
qu

ip
m

en
t 

or
 d

ev
ic

es
 a

va
ila

bl
e 

on
 D

RT
’s

 p
re

m
is

es
 o

r 
ot

he
rw

is
e 

pr
ov

id
ed

 b
y 

D
RT

 th
at

m
ay

 h
el

p 
w

ith
 th

e 
pr

ov
is

io
n 

of
 g

oo
ds

, s
er

vi
ce

s 
or

 fa
ci

lit
ie

s 
to

 a
 p

er
so

n 
w

ith
 a

 d
is

ab
ili

ty
.

4.
W

ha
t t

o 
do

 if
 a

 p
er

so
n 

w
ith

 a
 p

ar
tic

ul
ar

 ty
pe

 o
f d

is
ab

ili
ty

 is
 h

av
in

g 
di

ff
ic

ul
ty

 a
cc

es
si

ng
 D

RT
’s

 g
oo

ds
,

se
rv

ic
es

 o
r 

fa
ci

lit
ie

s.
H

ow
ev

er
, t

he
re

 is
 n

o 
re

qu
ir

em
en

t 
fo

r 
D

RT
 v

eh
ic

le
 o

pe
ra

to
rs

 to
 b

e 
tr

ai
ne

d 
in

 a
ct

iv
iti

es
 m

or
e 

ap
pr

op
ri

at
el

y 
co

m
pl

et
ed

 b
y 

a 
su

pp
or

t p
er

so
n.

•
U

nd
er

 th
e 

fu
tu

re
 s

ta
te

 m
od

el
, s

up
po

rt
 p

er
so

ns
 w

ill
 c

on
tin

ue
 to

 b
e 

re
qu

ir
ed

 w
he

re
by

 th
e 

ab
ov

e
ci

rc
um

st
an

ce
s 

ar
e 

m
et

 a
nd

 p
ro

ce
du

re
s 

co
m

pl
et

ed
 t

o 
cr

ea
te

 a
 s

af
e 

tr
av

el
 e

xp
er

ie
nc

e 
fo

r 
al

l c
us

to
m

er
s.

B
oo

ki
ng

 p
ra

ct
ic

es
•

Cu
st

om
er

s 
w

ho
 u

se
 S

pe
ci

al
iz

ed
se

rv
ic

e 
do

 n
ot

 h
av

e 
an

 a
bi

lit
y 

to
sp

on
ta

ne
ou

sl
y 

bo
ok

 tr
ip

s 
an

d 
in

st
ea

d
m

us
t c

al
l c

us
to

m
er

 s
er

vi
ce

 u
nl

ik
e

cu
st

om
er

s 
of

 O
n 

D
em

an
d 

se
rv

ic
e.

Ye
s

•
D

RT
 o

ff
er

s 
pr

ov
id

es
 s

am
e 

da
y 

se
rv

ic
e 

to
 th

e 
ex

te
nt

 th
at

 it
 is

 a
va

ila
bl

e 
an

d 
ac

ce
pt

s 
ad

va
nc

e 
bo

ok
in

g 
w

he
re

sa
m

e 
da

y 
se

rv
ic

e 
is

 n
ot

 a
va

ila
bl

e,
 w

hi
ch

 a
re

 p
ra

ct
ic

es
 in

 a
lig

nm
en

t w
ith

 O
 R

eg
. 1

91
/1

1.
 s

. 1
7.

•
Fu

rt
he

rm
or

e,
 b

y 
im

pl
em

en
tin

g 
D

em
an

d 
Re

sp
on

si
ve

 tr
an

si
t a

nd
 a

n 
in

te
gr

at
ed

, a
cc

es
si

bl
e 

bo
ok

in
g 

ap
p,

 it
 is

ex
pe

ct
ed

 t
ha

t r
ed

uc
ed

 w
ai

t t
im

es
 fo

r 
sp

ec
ia

liz
ed

 tr
an

sp
or

t c
an

 b
e 

ac
hi

ev
ed

 w
hi

ch
 w

ou
ld

 im
pr

ov
e 

cu
st

om
er

se
rv

ic
e 

fo
r 

th
es

e 
in

di
vi

du
al

s 
an

d 
w

hi
ch

 is
 in

 s
up

po
rt

 o
f O

 R
eg

. 1
91

/1
1 

s.
 4

2 
(1

).

74



A
cc

es
si

bi
lit

y 
an

d 
A

O
DA

 c
on

si
de

ra
tio

ns
Th

e 
fu

tu
re

 s
ta

te
 m

od
el

 w
ill

 re
m

ai
n 

co
m

pl
ia

nt
 w

ith
 th

e 
A

cc
es

si
bi

lit
y 

fo
r 

O
nt

ar
ia

ns
 w

ith
 D

is
ab

ili
tie

s 
A

ct
 (A

O
DA

)

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

42

Ke
y 

hi
gh

lig
ht

s
►

D
RT

’s
 c

ur
re

nt
 a

pp
ro

ac
h 

to
 e

lig
ib

ili
ty

 is
 A

O
DA

-
co

m
pl

ia
nt

 a
nd

 w
ill

 b
e 

tr
an

sf
er

re
d 

to
 th

e 
fu

tu
re

 s
ta

te

►
Th

e 
fu

tu
re

 s
ta

te
 m

od
el

 p
ro

vi
de

s 
fo

r 
in

cr
ea

se
d 

ac
ce

ss
to

 m
or

e 
sp

on
ta

ne
ou

s,
 c

us
to

m
er

-c
en

tr
ic

 t
ra

ve
l f

or
 a

ll

►
Th

e 
re

co
m

m
en

de
d 

D
em

an
d 

Re
sp

on
si

ve
 fu

tu
re

 s
ta

te
m

od
el

 s
up

po
rt

s 
D

ur
ha

m
 R

eg
io

n’
s 

A
cc

es
si

bi
lit

y 
Po

lic
y

an
d 

th
e 

m
ul

ti-
ye

ar
 A

cc
es

si
bi

lit
y 

Pl
an

►
A

s 
gr

ow
th

 c
on

tin
ue

s,
 a

nd
 a

do
pt

io
n 

of
 th

e 
se

rv
ic

e
ri

se
s,

 D
RT

 w
ill

 n
ee

d 
to

 re
gu

la
rl

y 
re

-a
ss

es
s 

th
e

cu
st

om
er

 c
en

tr
ic

ity
 a

nd
 A

O
DA

 c
om

pl
ia

nc
e 

of
 it

s
se

rv
ic

e 
m

od
el

, i
nc

lu
di

ng
 c

on
si

de
ri

ng
 th

e 
im

pa
ct

s 
of

sw
itc

hi
ng

 b
et

w
ee

n 
Sc

he
du

le
d 

se
rv

ic
e 

an
d 

D
em

an
d

Re
sp

on
si

ve
 s

er
vi

ce

►
Co

ns
id

er
in

g 
D

RT
’s

 a
nt

ic
ip

at
ed

 g
ro

w
th

 m
od

el
 is

 to
le

ve
ra

ge
 3

rd
-p

ar
ty

 s
er

vi
ce

 p
ro

vi
de

rs
, D

RT
 m

us
t

co
nt

in
ue

 to
 c

on
su

lt 
A

cc
es

si
bi

lit
y 

A
dv

is
or

y 
Co

m
m

itt
ee

m
em

be
rs

 to
 a

ss
ur

e 
th

at
 th

e 
m

ix
 o

f s
er

vi
ce

 ty
pe

s 
an

d
le

ve
ls

 c
on

tin
ue

 to
 m

ee
t c

us
to

m
er

 n
ee

ds
 in

 c
om

pl
ia

nc
e

w
ith

 th
e 

A
O

DA

Ta
ct

ic
al

 im
pl

em
en

ta
ti

on
 c

on
si

de
ra

ti
on

s*
►

A
ny

 c
ha

ng
es

 to
 th

e 
Sp

ec
ia

liz
ed

 s
er

vi
ce

 w
ill

 n
ee

d 
to

 b
e 

cl
ea

rl
y 

co
m

m
un

ic
at

ed
 a

nd
 in

fo
rm

at
s 

th
at

 a
re

 a
cc

es
si

bl
e 

to
 th

os
e 

w
ith

 d
iff

er
in

g 
ab

ili
tie

s 
(a

s 
pe

r 
Cl

au
se

 3
4 

(1
))

►
Th

os
e 

w
ho

 h
av

e 
co

nd
iti

on
al

 o
r 

te
m

po
ra

ry
 e

lig
ib

ili
ty

 th
at

 ta
ke

 a
n 

in
te

gr
at

ed
 t

ri
p,

 b
ut

 n
ee

d
th

e 
as

si
st

an
ce

 o
f a

n 
at

te
nd

an
t 

(i.
e.

 “
su

pp
or

t p
er

so
n”

),
 m

us
t b

e 
ab

le
 to

 b
oo

k 
an

 e
xt

ra
 s

ea
t

fo
r 

th
ei

r 
at

te
nd

an
t 

fr
ee

 o
f c

ha
rg

e 
(a

s 
pe

r 
Cl

au
se

 3
8 

(1
))

►
D

RT
 a

lre
ad

y 
ha

s 
a 

nu
m

be
r 

of
 m

ed
iu

m
s 

to
 m

an
ag

e,
 e

va
lu

at
e,

 a
nd

 ta
ke

 a
ct

io
n 

on
 c

us
to

m
er

fe
ed

ba
ck

. H
ow

ev
er

, t
o 

m
od

er
ni

ze
 th

e 
se

rv
ic

e 
ar

ou
nd

 th
e 

cu
st

om
er

 a
nd

 th
os

e 
w

ith
di

sa
bi

lit
ie

s,
 a

 w
id

er
 b

re
ad

th
 o

f c
ha

nn
el

s 
co

ul
d 

be
 c

on
si

de
re

d 
to

 re
ac

h 
a 

gr
ea

te
r 

nu
m

be
r 

of
th

os
e 

w
ith

 d
is

ab
ili

tie
s 

an
d 

en
su

re
 e

qu
ity

 a
cr

os
s 

th
e 

se
rv

ic
e 

(a
s 

pe
r 

Cl
au

se
 4

1 
(1

))

►
Th

os
e 

w
ith

 d
iff

er
in

g 
ab

ili
tie

s 
sh

ou
ld

 b
e 

ab
le

 to
 b

oo
k 

tr
ip

s 
bo

th
 s

po
nt

an
eo

us
ly

 a
nd

 in
ad

va
nc

e;
 th

er
ef

or
e,

 th
e 

sc
he

du
lin

g 
so

ft
w

ar
e 

sh
ou

ld
 e

ff
ec

tiv
el

y 
op

tim
iz

e 
th

es
e 

tr
ip

s 
(a

s 
pe

r
Cl

au
se

 7
1 

(1
))

►
N

ot
 a

ll 
st

op
s 

ar
e 

ac
ce

ss
ib

le
, t

he
re

fo
re

 a
ny

 a
pp

 s
ol

ut
io

n 
w

ill
 n

ee
d 

to
 b

e 
co

nf
ig

ur
ed

 to
co

ns
id

er
 w

hi
ch

 s
to

ps
 a

re
 a

cc
es

si
bl

e 
de

pe
nd

in
g 

on
 th

e 
cu

st
om

er
 p

ro
fil

e 
/ 

m
ob

ili
ty

 n
ee

ds
(C

la
us

e 
78

 (1
, 2

))

►
Co

nt
ra

ct
s 

w
ith

 3
rd

-p
ar

ty
 s

er
vi

ce
 p

ro
vi

de
rs

 n
ee

d 
to

 e
ns

ur
e 

th
at

 th
ey

 d
o 

no
t c

ha
rg

e 
a 

hi
gh

er
fa

re
 fo

r 
th

os
e 

w
ith

 d
is

ab
ili

tie
s,

 n
or

 c
ha

rg
e 

a 
st

or
ag

e 
fe

e 
fo

r 
m

ob
ili

ty
 a

id
s 

or
 a

ss
is

te
d

de
vi

ce
s 

(C
la

us
e 

80
 (1

))

*I
nc

lu
de

s 
re

fe
re

nc
es

 t
o 

Pa
rt

 IV
 T

ra
ns

po
rt

at
io

n 
St

an
da

rd
s 

of
 th

e 
O

nt
ar

io
 R

eg
ul

at
io

n 
19

1/
11

In
te

gr
at

ed
 A

cc
es

si
bi

lit
y 

St
an

da
rd

s 
of

 th
e 

A
cc

es
si

bi
lit

y 
fo

r 
O

nt
ar

ia
ns

 w
ith

 D
is

ab
ili

tie
s 

A
ct

, 2
00

5.
75



Fu
tu

re
 s

ta
te

 |
Ch

an
ge

 im
pa

ct
s

Ch
an

ge
s 

to
 o

rg
an

iz
at

io
na

l s
tr

uc
tu

re
, r

ol
es

 a
nd

 e
xp

ec
te

d 
be

ha
vi

ou
rs

 re
pr

es
en

t i
m

pa
ct

s 
of

 tr
an

si
tio

ni
ng

 to
 a

 n
ew

 s
er

vi
ce

 m
od

el

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

43

#
Cu

rr
en

t 
St

at
e 

D
es

cr
ip

ti
on

Fu
tu

re
 S

ta
te

 D
es

cr
ip

ti
on

Ty
pe

 o
f 

C
ha

ng
e

D
eg

re
e 

of
 

Im
pa

ct
St

ak
eh

ol
de

r 
G

ro
up

 Im
pa

ct
ed

R
el

at
ed

 R
ec

om
m

en
da

ti
on

s 
an

d 
A

ct
io

ns
 t

o 
Su

pp
or

t 
Tr

an
si

ti
on

1a
Se

pa
ra

te
 te

am
s 

an
d 

sy
st

em
s 

(S
pa

re
 a

nd
 T

ra
pe

ze
) a

re
 u

se
d 

to
 s

ch
ed

ul
e 

an
d 

di
sp

at
ch

 
se

rv
ic

es
 fo

r 
cu

st
om

er
s 

de
pe

nd
in

g 
on

 th
ei

r 
m

ob
ili

ty
 

ne
ed

s

A
 s

in
gl

e 
te

am
 w

ill
 b

e 
re

sp
on

si
bl

e 
fo

r 
an

d 
eq

ui
pp

ed
 to

 s
ch

ed
ul

e 
an

d 
di

sp
at

ch
 s

er
vi

ce
 fo

r 
cu

st
om

er
s 

re
ga

rd
le

ss
 o

f t
he

ir
 

el
ig

ib
ili

ty
 fo

r 
sp

ec
ia

liz
ed

 
tr

an
sp

or
t

St
ru

ct
ur

e 
& 

Ro
le

s
H

ig
h

•
O

n 
D

em
an

d 
an

d
Sp

ec
ia

liz
ed

Sc
he

du
lin

g 
an

d
D

is
pa

tc
hi

ng
te

am
s

En
ga

ge
 s

ta
ff

 a
nd

 p
ar

tn
er

s 
in

ar
tic

ul
at

in
g 

th
e 

O
ne

 D
RT

 s
tr

at
eg

y,
 

vi
si

on
, p

la
n 

an
d 

ho
w

 tr
an

si
tio

ni
ng

 to
 

an
 in

te
gr

at
ed

 d
em

an
d 

re
sp

on
si

ve
 

m
od

el
 w

ill
 b

e 
m

ea
su

re
d 

fo
r 

su
cc

es
s 

(F
2.

1/
2 

& 
F5

.1
).

1b
O

ne
 te

am
 o

f m
ob

ile
 

su
pe

rv
is

or
s 

ar
e 

re
sp

on
si

bl
e 

fo
r 

fie
ld

/m
ob

ile
 o

ve
rs

ig
ht

 o
f 

co
nv

en
tio

na
l, 

O
n 

D
em

an
d 

an
d 

Sp
ec

ia
liz

ed
 s

er
vi

ce
s

A
 s

in
gl

e 
te

am
 w

ill
 b

e 
re

sp
on

si
bl

e 
an

d 
eq

ui
pp

ed
 to

 s
up

er
vi

se
 fi

el
d 

op
er

at
io

ns
 fo

r 
al

l D
RT

 s
er

vi
ce

s 
pr

ov
id

ed
, i

nc
lu

di
ng

 th
os

e 
de

liv
er

ed
 v

ia
 c

on
tr

ac
to

rs

St
ru

ct
ur

e 
& 

Ro
le

s
H

ig
h

•
Co

nv
en

tio
na

l,
O

n 
D

em
an

d,
 a

nd
Sp

ec
ia

liz
ed

Fi
el

d/
M

ob
ile

Su
pe

rv
is

io
n

te
am

s

Pr
oa

ct
iv

el
y 

in
fo

rm
 th

e 
un

io
n 

of
 a

ny
 

po
te

nt
ia

l c
ha

ng
es

 to
 te

am
 s

tr
uc

tu
re

, 
ro

le
s 

an
d 

re
sp

on
si

bi
lit

ie
s.

Co
nd

uc
t r

ol
e 

ac
tiv

ity
 a

na
ly

si
s 

an
d 

su
pp

or
t e

m
pl

oy
ee

s 
ov

er
 th

e 
tr

an
si

tio
n 

vi
a 

ch
an

ge
 m

an
ag

em
en

t,
 

in
cl

ud
in

g 
sp

ec
ifi

c 
co

m
m

s 
an

d 
tr

ai
ni

ng
 

(F
2.

D
-H

).

1c
Cu

st
om

er
s 

ar
e 

ro
ut

ed
 to

 
di

ff
er

en
t c

us
to

m
er

 s
er

vi
ce

 
re

ps
 d

ep
en

di
ng

 o
n 

w
he

th
er

 
th

ey
 re

qu
ire

 S
pe

ci
al

iz
ed

 
tr

an
sp

or
ta

tio
n 

se
rv

ic
es

 o
r 

no
t

A
ll 

cu
st

om
er

 s
er

vi
ce

 re
ps

 w
ill

 b
e 

ab
le

 to
 s

er
ve

 c
us

to
m

er
s 

re
ga

rd
le

ss
 o

f c
us

to
m

er
s’

 
m

ob
ili

ty
 n

ee
ds

 a
nd

/o
r 

el
ig

ib
ili

ty
 

fo
r 

sp
ec

ia
liz

ed
 tr

an
sp

or
t

Pr
oc

es
s 

& 
Pe

op
le

M
ed

iu
m

•
Cu

st
om

er
Se

rv
ic

e 
te

am
•

Cu
st

om
er

s

2
D

RT
 s

ta
ff,

 c
on

tr
ac

to
rs

, a
nd

 
cu

st
om

er
s 

ha
ve

 v
ar

yi
ng

 le
ve

ls
 

of
 u

nd
er

st
an

di
ng

 a
nd

 
ex

pe
ct

at
io

ns
 o

f c
us

to
m

er
 

se
rv

ic
e

A
ll 

st
ak

eh
ol

de
rs

 u
nd

er
st

an
d 

D
RT

’s
 s

er
vi

ce
 o

ff
er

in
gs

, w
ha

t t
o 

ex
pe

ct
 fo

r 
se

rv
ic

e,
 a

nd
 w

ha
t 

be
ha

vi
ou

rs
 a

re
 e

xp
ec

te
d 

of
 th

em
 

in
 u

si
ng

/d
el

iv
er

in
g 

it

Pe
op

le
Lo

w

•
A

ll 
D

RT
,

in
cl

ud
in

g
co

nt
ra

ct
or

s
•

A
ll 

cu
st

om
er

s
•

A
ll 

pa
rt

ne
rs

D
ev

el
op

 S
er

vi
ce

 D
el

iv
er

y 
G

ui
de

 
(F

2.
C)

, C
us

to
m

er
 C

ha
rt

er
 (F

2.
C)

, a
nd

 
re

fr
es

he
d 

po
lic

ie
s 

an
d 

pr
oc

es
se

s 
(F

2.
E)

 to
 g

iv
e 

gu
id

an
ce

76



Fu
tu

re
 s

ta
te

|C
ha

ng
e 

im
pa

ct
s

A
 n

ew
 a

pp
 a

llo
w

in
g 

cu
rr

en
t S

pe
ci

al
iz

ed
 s

er
vi

ce
 c

us
to

m
er

s 
to

 b
oo

k 
sp

on
ta

ne
ou

s 
tr

ip
s 

w
ill

 b
e 

th
e 

bi
gg

es
t p

ro
ce

ss
/t

ec
h 

ch
an

ge

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

44

#
Cu

rr
en

t 
St

at
e 

D
es

cr
ip

ti
on

Fu
tu

re
 S

ta
te

 D
es

cr
ip

ti
on

Ty
pe

 o
f 

C
ha

ng
e

D
eg

re
e 

of
 

Im
pa

ct
St

ak
eh

ol
de

r 
G

ro
up

 Im
pa

ct
ed

R
el

at
ed

 R
ec

om
m

en
da

ti
on

s 
an

d 
A

ct
io

ns
 t

o 
Su

pp
or

t 
Tr

an
si

ti
on

3
Tr

an
si

t u
se

rs
 w

ith
 m

ob
ili

ty
 

ne
ed

s 
ha

ve
 a

cc
es

s 
to

 m
ob

ili
ty

 
th

ro
ug

h 
a 

sy
st

em
 o

f p
ho

ne
 

bo
ok

in
g 

th
at

 h
as

 n
ot

 c
ha

ng
ed

 
fo

r 
m

an
y 

ye
ar

s

U
se

rs
 w

ith
 m

ob
ili

ty
 is

su
es

 w
ill

 
ex

pe
ri

en
ce

 s
ig

ni
fic

an
t c

ha
ng

es
 

to
 b

ot
h 

ho
w

 th
ey

 b
oo

k 
tr

an
si

t 
an

d 
ho

w
 th

e 
se

rv
ic

e 
its

el
f i

s 
de

liv
er

ed
, r

eq
ui

ri
ng

 h
ig

h 
le

ve
ls

 
of

 c
om

m
un

ic
at

io
n 

an
d 

ed
uc

at
io

n 
fo

r 
us

er
s 

an
d 

th
ei

r 
fa

m
ili

es

Pr
oc

es
s 

& 
Pe

op
le

H
ig

h

•
Cu

st
om

er
s

•
Cu

st
om

er
Se

rv
ic

e 
Te

am
•

O
pe

ra
to

rs
•

Co
m

m
un

ic
at

io
n

Te
am

Co
m

m
it 

m
ar

ke
tin

g 
an

d 
re

se
ar

ch
 

re
so

ur
ce

s 
to

 d
ev

el
op

 e
xt

er
na

l 
ed

uc
at

io
n 

an
d 

pr
om

ot
io

na
l 

ca
m

pa
ig

ns
 to

 d
ri

ve
 s

m
oo

th
 tr

an
si

tio
n 

an
d 

up
ta

ke
 o

f D
em

an
d 

Re
sp

on
si

ve
 

tr
an

si
t,

 a
nd

 to
 m

ea
su

re
 e

ff
ec

tiv
en

es
s 

of
 th

es
e 

ef
fo

rt
s 

(F
4.

G)

4
Cu

st
om

er
s 

w
ith

 m
ob

ili
ty

 n
ee

ds
 

ar
e 

gu
id

ed
 to

 c
al

l t
he

 c
us

to
m

er
 

se
rv

ic
e 

te
am

 fo
r 

bo
ok

in
g 

as
si

st
an

ce
 a

nd
 a

re
 u

na
bl

e 
to

 
bo

ok
 v

ia
 th

e 
ap

p 
or

 a
 w

eb
si

te
 

in
te

rf
ac

e

Cu
st

om
er

s 
el

ig
ib

le
 fo

r 
Sp

ec
ia

liz
ed

 tr
an

sp
or

ta
tio

n 
se

rv
ic

es
 w

ill
 b

e 
ab

le
 to

 b
oo

k 
an

d 
re

ce
iv

e 
sp

on
ta

ne
ou

s 
tr

av
el

 v
ia

 
th

e 
ap

p 
(w

eb
-e

na
bl

ed
) b

as
ed

 o
n 

th
ei

r 
m

ob
ili

ty
 n

ee
ds

Pr
oc

es
s 

& 
Te

ch
no

lo
gy

H
ig

h
•

Cu
st

om
er

s
•

Cu
st

om
er

Se
rv

ic
e 

te
am

En
ab

le
 a

ll 
cu

st
om

er
s 

to
 b

oo
k 

vi
a 

ap
p 

(F
1.

1 
& 

3.
2)

, p
ro

cu
re

 C
RM

 s
ol

ut
io

n 
to

 
ca

pt
ur

e 
cu

st
om

er
 in

fo
 (F

3.
A

),
 a

ss
es

s 
pr

ob
le

m
at

ic
 b

us
 s

to
ps

 (F
1.

F)
 a

nd
 

co
nd

uc
t a

cc
es

si
bi

lit
y 

au
di

t (
F1

.G
).

5
D

at
a 

co
lle

ct
io

n 
fr

om
 th

e 
pu

bl
ic

, c
us

to
m

er
s,

 a
nd

 
op

er
at

io
ns

 is
 h

ig
hl

y 
m

an
ua

l 
an

d 
cu

m
be

rs
om

e 
to

 a
na

ly
ze

 
du

e 
to

 to
ol

 a
nd

 s
ys

te
m

 
co

ns
tr

ai
nt

s

Sy
st

em
s 

al
lo

w
 fo

r 
m

or
e 

au
to

m
at

ed
 c

ap
tu

re
 a

nd
 a

na
ly

si
s 

of
 d

at
a 

an
d 

in
fo

rm
at

io
n,

 w
hi

ch
 

is
 u

se
d 

to
 in

fo
rm

 d
ec

is
io

n-
m

ak
in

g 
an

d 
im

pr
ov

e 
se

rv
ic

es

Pr
oc

es
s 

& 
Te

ch
no

lo
gy

M
ed

iu
m

•
D

at
a 

& 
A

na
ly

tic
s

Se
rv

ic
e

Pl
an

ni
ng

•
O

ps
M

an
ag

em
en

t
•

Fi
na

nc
e

Bu
ild

 d
at

a 
ag

re
em

en
t t

er
m

s 
in

to
 

se
rv

ic
e 

pr
ov

id
er

 c
on

tr
ac

ts
 (F

5.
D)

 a
nd

 
in

ve
st

 in
 n

ew
 o

pe
ra

tio
na

l a
nd

 
en

te
rp

ri
se

 s
ol

ut
io

ns
 (F

3.
4)

6
Pu

bl
ic

 e
ng

ag
em

en
t i

s 
ge

ne
ra

lly
 li

m
ite

d 
to

 a
nn

ua
l 

en
ga

ge
m

en
t o

n 
th

e 
A

cc
es

si
bi

lit
y 

Pl
an

 a
nd

 P
IC

s;
 

on
ly

 a
d 

ho
c 

en
ga

ge
m

en
t w

ith
 

pa
rt

ne
rs

Pu
bl

ic
 a

nd
 c

us
to

m
er

 fe
ed

ba
ck

 
w

ill
 b

e 
ga

th
er

ed
 v

ia
 s

ev
er

al
 

m
et

ho
ds

, s
uc

h 
as

 P
IC

s,
 r

id
e-

al
on

gs
, i

ns
pe

ct
io

ns
, d

ig
ita

l 
su

rv
ey

s,
 a

nd
 ta

rg
et

ed
 

en
ga

ge
m

en
t

•
Cu

st
om

er
s

•
A

ll 
pa

rt
ne

rs
,

in
cl

ud
in

g 
th

e
A

A
C

•
Se

rv
ic

e
Pl

an
ni

ng
 te

am

Pr
oc

es
s 

& 
Te

ch
no

lo
gy

Lo
w

Ev
al

ua
te

 P
IC

s 
(F

4.
A

),
 e

ng
ag

e 
A

A
C 

an
d 

TA
C 

fo
r 

ta
rg

et
ed

 e
ng

ag
em

en
t 

id
ea

s 
(F

4.
B)

, w
or

k 
w

ith
 s

ta
ff

 (F
4.

C)
, 

an
d 

ho
ld

 e
xe

c 
ro

ad
sh

ow
 (F

5.
G)

77



Fu
tu

re
 s

ta
te

 | 
Ch

an
ge

 im
pa

ct
s

A
 s

hi
ft

 to
 d

ri
vi

ng
 fu

nc
tio

na
l t

ea
m

s’
 a

cc
ou

nt
ab

ili
ty

 fo
r 

pe
rf

or
m

an
ce

 m
an

ag
em

en
t p

ro
ce

ss
es

 a
nd

 re
po

rt
in

g 
is

 a
 m

aj
or

 c
ha

ng
e

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

45

#
Cu

rr
en

t 
St

at
e 

D
es

cr
ip

ti
on

Fu
tu

re
 S

ta
te

 D
es

cr
ip

ti
on

Ty
pe

 o
f 

C
ha

ng
e

D
eg

re
e 

of
 

Im
pa

ct
St

ak
eh

ol
de

r 
G

ro
up

 Im
pa

ct
ed

R
el

at
ed

 R
ec

om
m

en
da

ti
on

s 
an

d 
A

ct
io

ns
 t

o 
Su

pp
or

t 
Tr

an
si

ti
on

7
Pe

rf
or

m
an

ce
 m

an
ag

em
en

t o
f 

3rd
-p

ar
ty

 o
pe

ra
to

rs
 is

 la
rg

el
y 

re
sp

on
si

ve
 a

nd
 th

er
e 

is
 

m
in

im
al

 c
ap

ac
ity

 to
 c

on
du

ct
 

re
al

-t
im

e 
in

sp
ec

tio
ns

; b
ro

ad
er

 
or

ga
ni

za
tio

na
l a

nd
 fi

na
nc

ia
l 

m
et

ri
cs

 a
re

 re
po

rt
ed

 o
n 

in
 a

n 
ad

 h
oc

 m
an

ne
r

3rd
-p

ar
ty

 c
on

tr
ac

tu
al

 
ag

re
em

en
ts

 in
cl

ud
e 

w
el

l-d
ef

in
ed

 
se

rv
ic

e 
le

ve
ls

, K
PI

s 
an

d 
m

et
ri

cs
, 

w
hi

ch
 a

re
 a

ct
iv

el
y 

m
on

ito
re

d 
an

d 
re

po
rt

ed
 o

n 
by

 D
RT

. 
O

rg
an

iz
at

io
n-

w
id

e 
pe

rf
or

m
an

ce
 

m
et

ri
cs

 a
re

 e
st

ab
lis

he
d,

 e
ve

r-
pr

es
en

t a
nd

 e
na

bl
e 

tim
el

y 
re

po
rt

in
g 

to
 s

ta
ke

ho
ld

er
s

Pr
oc

es
s

H
ig

h

•
O

pe
ra

tio
ns

M
an

ag
em

en
t

te
am

•
Fi

na
nc

ia
l

M
an

ag
em

en
t

te
am

•
Fi

el
d/

M
ob

ile
Su

pe
rv

is
io

n
te

am
s

Bu
ild

 p
e r

fo
rm

an
ce

 m
an

ag
em

en
t 

re
so

ur
ce

 c
ap

ac
ity

 (F
5.

D)
, p

er
fo

rm
 

ri
de

-a
lo

ng
 in

sp
ec

tio
ns

 (F
1.

D)
, a

nd
 

co
nd

uc
t v

en
do

r 
au

di
ts

 (F
5.

E)
.

8
D

RT
 s

ta
ff,

 c
on

tr
ac

to
rs

, 
cu

st
om

er
s,

 a
nd

 th
e 

pu
bl

ic
 

re
ce

iv
e 

in
fo

rm
at

io
n 

on
 

ch
an

ge
s 

in
 s

er
vi

ce
 o

ff
er

in
gs

 
an

d 
ro

ut
es

 la
rg

el
y 

vi
a 

on
e-

di
re

ct
io

na
l c

om
m

un
ic

at
io

ns
 

ch
an

ne
ls

 

D
RT

 w
ill

 ta
ke

 a
 fu

ls
om

e 
ap

pr
oa

ch
 to

 c
ha

ng
e 

m
an

ag
em

en
t t

o 
su

pp
or

t t
he

 D
RT

 
w

or
kf

or
ce

 in
 tr

an
si

tio
ni

ng
 to

 th
e 

ne
w

 m
od

el
; m

ar
ke

tin
g 

an
d 

br
an

di
ng

 e
ff

or
ts

 w
ill

 b
e 

m
or

e 
co

nc
en

tr
at

ed

Pr
oc

es
s

M
ed

iu
m

•
A

ll 
D

RT
 te

am
s,

in
cl

ud
in

g
co

nt
ra

ct
or

s
•

Co
m

m
s 

te
am

•
D

ur
ha

m
 R

eg
io

n
H

R

H
ire

 a
 te

m
p 

ch
an

ge
 m

gm
t.

 s
pe

ci
al

is
t 

(F
2.

F)
 to

 le
ad

 c
ha

ng
e,

 e
ng

ag
em

en
t,

 
co

m
m

s,
 a

nd
 L

&D
 e

ff
or

ts
 w

ith
 s

up
po

rt
 

fr
om

 th
e 

Re
gi

on
; H

ire
 m

ar
ke

tin
g/

 
re

se
ar

ch
 s

pe
ci

al
is

t 
(F

4.
F)

9
St

af
f, 

pa
rt

ne
rs

, c
us

to
m

er
s,

 
an

d 
pa

rt
ne

rs
 d

es
cr

ib
e 

an
d 

de
fin

e 
D

RT
 s

er
vi

ce
s 

di
ff

er
en

tly

A
ll 

st
ak

eh
ol

de
rs

 h
av

e 
a 

st
ro

ng
, 

cl
ea

r 
un

de
rs

ta
nd

in
g 

of
 w

ha
t 

D
RT

s 
tw

o 
pr

im
ar

y 
se

rv
ic

e 
of

fe
ri

ng
s 

ar
e:

 S
ch

ed
ul

ed
 s

er
vi

ce
 

an
d 

D
em

an
d 

Re
sp

on
si

ve
 s

er
vi

ce
. 

Th
ey

 a
ls

o 
un

de
rs

ta
nd

 h
ow

 th
e 

se
rv

ic
e 

w
or

ks
, w

ho
 is

 in
te

nd
ed

 
to

 u
se

 it
, a

nd
 w

ha
t t

he
y 

ca
n 

ex
pe

ct
 fr

om
 u

si
ng

 it

O
th

er
Lo

w

•
A

ll 
D

RT
 te

am
s,

in
cl

ud
in

g
co

nt
ra

ct
or

s
•

Co
m

m
s 

te
am

•
A

ll 
pa

rt
ne

rs
•

Cu
st

om
er

s

D
ev

el
op

 S
er

vi
ce

 D
el

iv
er

y 
G

ui
de

 (f
or

 
in

te
rn

al
 u

se
 b

y 
D

RT
) a

nd
 C

us
to

m
er

 
Ch

ar
te

r 
(in

te
rn

al
/e

xt
er

na
l) 

(F
2.

C)
, 

de
ve

lo
p 

tr
ai

ni
ng

 m
at

er
ia

ls
 (F

2.
G)

, 
la

un
ch

 in
-p

er
so

n 
bo

ok
in

g 
ki

os
ks

 
(F

4.
G)

, d
ev

el
op

 e
xt

er
na

l e
du

ca
tio

n 
an

d 
pr

om
ot

io
na

l c
am

pa
ig

ns
 (F

4.
F)

78



Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

46Fu
tu

re
 s

ta
te

 m
od

el
ev

al
ua

tio
n

79



Tr
an

si
t 

Ev
al

ua
ti

on
 F

ra
m

ew
or

k
| O

ve
rv

ie
w

U
til

iz
in

g 
EY

’s
 h

ol
is

tic
 T

ra
ns

it 
Ev

al
ua

tio
n 

Fr
am

ew
or

k
ap

pr
oa

ch
 to

 e
va

lu
at

e 
th

e 
fu

tu
re

 s
ta

te
 s

er
vi

ce
 d

el
iv

er
y 

m
od

el

Co
nt

ex
t 

an
d 

ap
pr

oa
ch

►
Th

is
 fr

am
ew

or
k 

w
as

 u
se

d 
to

 e
va

lu
at

e 
th

e 
be

ne
fit

s 
an

d 
dr

aw
ba

ck
s 

of
 a

 n
ew

 fu
tu

re
 s

ta
te

 m
od

el
 th

at
re

co
m

m
en

ds
 in

te
gr

at
in

g 
se

rv
ic

e
de

liv
er

y 
an

d 
or

ga
ni

za
tio

na
l s

tr
uc

tu
re

 fo
r 

O
n 

D
em

an
d 

an
d 

Sp
ec

ia
liz

ed
 s

er
vi

ce
s.

►
Th

is
 n

ew
 a

pp
ro

ac
h 

w
ill

 b
e 

as
se

ss
ed

th
ro

ug
h 

cu
st

om
er

, e
qu

ity
, s

er
vi

ce
 d

el
iv

er
y,

 fi
na

nc
ia

l, 
ec

on
om

ic
, a

nd
 e

nv
iro

nm
en

ta
l l

en
se

s
►

Se
rv

ic
e 

de
liv

er
y 

an
d 

op
er

at
io

na
l d

ec
is

io
ns

 o
ft

en
 h

av
e 

no
n-

m
on

et
ar

y 
co

ns
id

er
at

io
ns

, w
hi

ch
 a

re
 re

in
fo

rc
ed

 b
y 

th
e 

pr
io

ri
ty

 d
es

ig
n

pr
in

ci
pl

es
 u

se
d 

to
sh

ap
e 

th
e 

fu
tu

re
 s

ta
te

 m
od

el
 –

cu
st

om
er

-c
en

tr
ic

, e
qu

ita
bl

e 
ac

ce
ss

, a
nd

 s
tr

at
eg

ic
 a

lig
nm

en
t –

an
d 

th
er

ef
or

e 
re

la
te

d
ac

co
un

ts
 w

ill
 b

e 
w

ei
gh

te
d 

m
or

e
he

av
ily

 in
 a

rr
iv

in
g 

at
 a

 fi
na

l d
ec

is
io

n 
as

 to
 w

he
th

er
 D

RT
 s

ho
ul

d 
tr

an
si

tio
n 

to
 th

e 
fu

tu
re

 s
ta

te
 s

er
vi

ce
de

liv
er

y 
m

od
el

 fo
r 

D
em

an
d 

Re
sp

on
si

ve
tr

an
si

t
►

Th
e 

ap
pl

ic
at

io
n 

of
 th

is
 fr

am
ew

or
k 

pr
od

uc
es

 c
on

cl
us

io
ns

 fo
r 

ea
ch

 e
va

lu
at

io
n 

ac
co

un
t,

 w
hi

ch
 p

ro
vi

de
s 

a 
m

or
e 

ro
bu

st
 p

er
sp

ec
tiv

e 
to

gu
id

e 
de

ci
si

on
 m

ak
in

g 
by

 re
co

gn
iz

in
g 

th
e 

m
an

y 
fa

ct
or

s 
D

RT
 m

us
t c

on
si

de
r 

w
he

n 
m

ak
in

g
si

gn
ifi

ca
nt

 c
ha

ng
es

 to
 th

ei
r 

se
rv

ic
e

O
ve

rv
ie

w
 o

f t
he

 s
ix

 e
va

lu
at

io
n 

ac
co

un
ts

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

47Cu
st

om
er

A
ss

es
se

s 
th

e 
im

pa
ct

 to
 

cu
st

om
er

 s
er

vi
ce

 a
nd

 
re

su
lti

ng
 r

id
er

sh
ip

, 
co

ns
id

er
in

g 
ho

w
 th

e 
ne

w
 m

od
el

 p
ro

vi
de

s 
m

or
e 

op
po

rt
un

iti
es

 fo
r 

sp
on

ta
ne

ou
s 

tr
av

el
 in

 a
 

m
an

ne
r 

ta
ilo

re
d 

to
 th

e 
ne

ed
s 

an
d 

ex
pe

ct
at

io
ns

 
of

 c
us

to
m

er
s

Eq
ui

ty
A

ss
es

se
s 

th
e 

im
pa

ct
 o

n 
br

oa
de

r 
so

ci
al

 p
ol

ic
y 

go
al

s 
an

d 
ou

tc
om

es
 a

nd
 

co
ns

id
er

s 
to

 w
ha

t d
eg

re
e 

se
rv

ic
e 

is
A

O
D

A
-

co
m

pl
ia

nt
, s

af
e,

 
in

cl
us

iv
e,

an
d 

un
iv

er
sa

lly
 

ac
ce

ss
ib

le
fo

r 
pe

op
le

 o
f 

al
l b

ac
kg

ro
un

ds
 a

nd
 

ab
ili

tie
s

Se
rv

ic
e 

D
el

iv
er

y
A

ss
es

se
s 

th
e 

im
pa

ct
 o

f 
th

e 
ne

w
 s

er
vi

ce
 d

el
iv

er
y 

m
od

el
 o

n 
D

RT
’s

 
op

er
at

io
na

lp
er

fo
rm

an
ce

, 
em

pl
oy

ee
s,

pr
oc

es
se

s,
 

an
d 

fle
xi

bi
lit

y 
to

 r
es

po
nd

 
to

 fu
tu

re
 c

ha
ng

es

Fi
na

nc
ia

l
A

ss
es

se
s 

th
e 

ex
te

nt
 o

f 
es

tim
at

ed
 c

os
t i

m
pa

ct
s 

fr
om

 tr
an

si
tio

ni
ng

 to
 th

e 
ne

w
 s

er
vi

ce
 d

el
iv

er
y 

m
od

el
, p

ot
en

tia
lly

 
pr

ov
id

in
g 

co
st

 s
av

in
gs

, 
ge

ne
ra

tin
g 

ne
w

 r
ev

en
ue

, 
or

 a
llo

w
in

g 
re

so
ur

ce
s 

to
 

be
 r

ea
llo

ca
te

d 
or

 
re

in
ve

st
ed

Ec
on

om
ic

A
ss

es
se

s 
th

e 
im

pa
ct

 o
f 

tr
an

si
tio

ni
ng

 to
 a

 n
ew

 
se

rv
ic

e 
de

liv
er

y 
m

od
el

 
an

d 
an

tic
ip

at
ed

 
ec

on
om

ic
 g

ro
w

th
 a

nd
 

Re
gi

on
al

 p
ro

sp
er

ity
 o

f
co

nn
ec

tin
g 

m
or

e 
pe

op
le

 
to

 o
pp

or
tu

ni
tie

s 
to

 
w

or
k,

 le
ar

n,
 a

nd
 p

la
y

En
vi

ro
nm

en
ta

l
A

ss
es

se
s 

th
e 

en
vi

ro
nm

en
ta

l i
m

pa
ct

 
of

 tr
an

si
tio

ni
ng

 to
 a

 
ne

w
 s

er
vi

ce
 d

el
iv

er
y 

m
od

el
, c

on
si

de
ri

ng
 h

ow
 

it 
is

 e
xp

ec
te

d 
to

 im
pa

ct
 

th
e 

ra
te

 o
f r

es
ou

rc
e 

us
e 

an
d 

as
so

ci
at

ed
 

em
is

si
on

s

80



Tr
an

si
t 

Ev
al

ua
ti

on
 F

ra
m

ew
or

k
|R

es
ul

ts

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

48

Cu
st

om
er

A
ss

es
se

s 
th

e 
im

pa
ct

 to
 c

us
to

m
er

 s
er

vi
ce

 a
nd

 
re

su
lti

ng
 r

id
er

sh
ip

, c
on

si
de

ri
ng

 h
ow

 th
e 

ne
w

 m
od

el
 

pr
ov

id
es

 m
or

e 
op

po
rt

un
iti

es
 fo

r 
sp

on
ta

ne
ou

s 
tr

av
el

 
in

 a
 m

an
ne

r 
ta

ilo
re

d 
to

 th
e 

ne
ed

s 
an

d 
ex

pe
ct

at
io

ns
 

of
 c

us
to

m
er

s.

F
U

T
U

R
E

 S
T

A
T

E
 M

O
D

E
L

 C
O

N
S

ID
E

R
A

T
IO

N
S

Im
pr

ov
ed

 o
ve

ra
ll 

cu
st

om
er

 e
xp

er
ie

nc
e

M
or

e 
st

re
am

lin
ed

 tr
ip

 p
la

nn
in

g

Sh
or

te
r 

w
ai

t t
im

es
 a

s 
a 

re
su

lt 
of

 m
or

e 
re

sp
on

si
ve

 
se

rv
ic

e

G
re

at
er

 s
er

vi
ce

 c
ov

er
ag

e 
an

d 
co

ns
is

te
nc

y 
of

 s
er

vi
ce

 
le

ve
ls

 a
cr

os
s 

th
e 

re
gi

on

A
t f

ir
st

, a
 p

ot
en

tia
l d

ec
re

as
e 

in
 c

us
to

m
er

 fa
m

ili
ar

ity
 

w
ith

 th
e 

se
rv

ic
e

Ch
an

ge
s 

to
 th

e 
se

rv
ic

e 
w

ill
 r

eq
ui

re
 c

us
to

m
er

s 
to

 ta
ke

 
th

e 
tim

e 
to

 e
du

ca
te

 th
em

se
lv

es
 o

n 
th

e 
ne

w
 s

er
vi

ce

A
S

S
E

S
S

M
E

N
T

:
 

H
I

G
H

T
H

E
 B

O
T

T
O

M
 L

IN
E

A
 D

em
an

d 
Re

sp
on

si
ve

 tr
an

si
t n

et
w

or
k 

pr
ov

id
es

 
m

or
e 

se
am

le
ss

, e
ff

ic
ie

nt
, a

nd
 e

qu
ita

bl
e 

m
ov

em
en

t 
of

 p
eo

pl
e 

ac
ro

ss
 th

e 
re

gi
on

, r
es

ul
tin

g 
in

 im
pr

ov
ed

 
cu

st
om

er
 e

xp
er

ie
nc

e 
as

 a
 r

es
ul

t o
f m

or
e 

di
re

ct
 

tr
av

el
, s

ho
rt

er
 jo

ur
ne

ys
, r

ed
uc

ed
 w

ai
t t

im
es

, a
nd

 
si

m
pl

ic
ity

 o
f t

ri
p 

pl
an

ni
ng

.

Eq
ui

ty
A

ss
es

se
s 

th
e 

im
pa

ct
 o

n 
br

oa
de

r 
so

ci
al

 p
ol

ic
y 

go
al

s 
an

d 
ou

tc
om

es
 a

nd
 c

on
si

de
rs

 to
 w

ha
t d

eg
re

e 
se

rv
ic

e 
is

A
O

D
A

-c
om

pl
ia

nt
, s

af
e,

 in
cl

us
iv

e,
 a

nd
 u

ni
ve

rs
al

ly
 

ac
ce

ss
ib

le
fo

r 
pe

op
le

 o
f a

ll 
ba

ck
gr

ou
nd

s 
an

d 
ab

ili
tie

s.

Pr
ov

id
es

 tr
an

si
t f

or
 e

ve
ry

on
e 

in
 r

eg
io

n 
re

ga
rd

le
ss

 o
f 

ge
og

ra
ph

y 
an

d/
or

 a
bi

lit
y,

 in
cl

ud
in

g 
re

du
ce

d 
w

ai
t 

tim
es

 fo
r 

m
an

y 
cu

rr
en

t S
pe

ci
al

iz
ed

 u
se

rs

Cr
os

s-
tr

ai
ni

ng
 o

pe
ra

to
rs

 a
nd

 u
si

ng
 a

cc
es

si
bl

e 
ve

hi
cl

es
 

fo
r 

al
l D

em
an

d 
R

es
po

ns
iv

e 
tr

ip
s 

w
ill

 p
ro

m
ot

e 
sa

fe
ty

 
an

d 
ac

ce
ss

ib
ili

ty
 fo

r 
al

l p
as

se
ng

er
s,

 in
cl

ud
in

g 
th

os
e 

w
ith

 d
iff

er
in

g 
ab

ili
tie

s,
 in

 c
om

pl
ia

nc
e 

w
ith

 th
e 

A
O

D
A

*

G
re

at
er

 r
es

ou
rc

e 
al

lo
ca

tio
n 

an
d 

re
du

ce
d 

w
ai

t t
im

es
 

fo
r 

Sp
ec

ia
liz

ed
 s

er
vi

ce
s 

fo
r 

th
os

e 
w

ith
 u

nc
on

di
tio

na
l 

el
ig

ib
ili

ty
 d

ue
 to

 a
cc

es
si

bi
lit

y 
of

 O
n 

D
em

an
d 

fo
r 

m
an

y 
us

er
s 

w
ith

 te
m

po
ra

ry
 o

r 
co

nd
iti

on
al

 e
lig

ib
ili

ty

Se
rv

ic
e 

ch
an

ge
s 

w
ill

 im
pa

ct
 d

iff
er

en
t u

se
rs

 a
t v

ar
yi

ng
 

de
gr

ee
s 

of
 s

ev
er

ity
, a

nd
 u

nd
er

st
an

di
ng

 th
e 

ch
an

ge
s 

m
ig

ht
 b

e 
m

or
e 

ch
al

le
ng

in
g 

fo
r 

ce
rt

ai
n 

us
er

s

A
S

S
E

S
S

M
E

N
T

:
 

H
I

G
H

Th
ro

ug
h 

th
e 

de
liv

er
y 

of
 D

em
an

d 
Re

sp
on

si
ve

 tr
an

si
t 

se
rv

ic
es

, u
se

rs
 w

ith
 d

iff
er

en
t a

bi
lit

ie
s 

w
ill

 h
av

e 
gr

ea
te

r 
ac

ce
ss

 to
 tr

an
si

t a
nd

 r
ed

uc
ed

 w
ai

t t
im

es
. 

O
ve

ra
ll,

 a
ll 

us
er

s 
w

ill
 h

av
e 

m
or

e 
ch

oi
ce

 w
he

n 
it 

co
m

es
 to

 w
he

re
 th

ey
 a

re
 a

bl
e 

to
 li

ve
, w

or
k 

an
d 

pl
ay

.

Se
rv

ic
e 

D
el

iv
er

y
A

ss
es

se
s 

th
e 

im
pa

ct
 o

f t
he

 n
ew

 s
er

vi
ce

 d
el

iv
er

y 
m

od
el

 o
n 

D
RT

’s
 o

pe
ra

tio
na

lp
er

fo
rm

an
ce

, 
em

pl
oy

ee
s,

 p
ro

ce
ss

es
, a

nd
 fl

ex
ib

ili
ty

 to
 r

es
po

nd
 to

 
fu

tu
re

 c
ha

ng
es

.

   

  


St

re
ng

th
en

in
g 

th
e 

re
gi

on
al

 b
ra

nd
 id

en
tit

y 
un

de
r 

a 
“O

ne
 D

R
T”

 s
er

vi
ce

 d
el

iv
er

y 
m

od
el

 th
at

 w
ill

 d
ri

ve
 th

e 
or

ga
ni

za
tio

n 
to

 a
lig

n 
ar

ou
nd

 th
e 

cu
st

om
er


M

or
e 

st
re

am
lin

ed
, n

im
bl

e 
se

rv
ic

e 
m

od
el

, i
n 

w
hi

ch
op

er
at

io
ns

 a
re

 m
od

er
ni

ze
d 

ar
ou

nd
 th

e 
cu

st
om

er
 a

nd
eq

ui
ta

bi
lit

y,
 w

hi
le

 s
ta

ff
 a

re
 tr

ai
ne

d 
to

 w
or

k 
ac

ro
ss

 a
ll

di
ff

er
en

t u
se

r 
ty

pe
s


In

cr
ea

se
d 

an
al

yt
ic

al
 c

ap
ab

ili
tie

s 
th

at
 a

llo
w

 fo
r 

gr
ea

te
r

cu
st

om
er

 in
si

gh
t t

o 
be

 d
ri

ve
n,

 a
nd

 id
ea

lly
,

op
er

at
io

na
liz

ed

Po
te

nt
ia

l f
or

 h
ig

he
r 

cu
st

om
er

 e
xp

ec
ta

tio
ns

 fo
r

im
pr

ov
ed

 s
er

vi
ce

 d
el

iv
er

y 
w

hi
ch

 m
ay

 ta
ke

 lo
ng

er
 to

re
al

iz
e,

 o
r 

cr
ea

te

A
S

S
E

S
S

M
E

N
T

:
 

H
I

G
H

A
 D

em
an

d 
Re

sp
on

si
ve

 tr
an

si
t s

er
vi

ce
s 

pr
ov

id
er

 is
 

m
or

e 
eq

ui
pp

ed
 to

 a
ct

io
n 

on
 R

eg
io

na
l o

bj
ec

tiv
es

 a
nd

 
im

pr
ov

e 
se

rv
ic

e 
de

liv
er

y,
 fa

ci
lit

at
in

g 
re

gi
on

al
 

m
ob

ili
ty

 o
n 

a 
la

rg
er

, m
or

e 
in

te
gr

at
ed

, a
nd

 m
or

e 
eq

ui
ta

bl
e 

sc
al

e.

*N
ot

e:
 T

he
 s

er
vi

ce
 d

el
iv

er
y 

m
od

el
 w

ill
 e

ns
ur

e 
co

m
pl

ia
nc

e 
w

ith
 c

la
us

es
 4

2 
(1

b)
, 4

7 
(3

),
 4

8 
(3

),
 5

1,
 6

8 
(1

) u
nd

er
 P

ar
t 

IV
Tr

an
sp

or
ta

tio
n 

St
an

da
rd

s 
of

 th
e 

O
nt

ar
io

 R
eg

ul
at

io
n 

19
1/

11
 In

te
gr

at
ed

 A
cc

es
si

bi
lit

y 
St

an
da

rd
s 

of
 th

e 
A

cc
es

si
bi

lit
y 

fo
r

O
nt

ar
ia

ns
 w

ith
 D

is
ab

ili
tie

s 
A

ct
, 2

00
5.

81



Tr
an

si
t 

Ev
al

ua
ti

on
 F

ra
m

ew
or

k
|R

es
ul

ts

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

49

Fi
na

nc
ia

l
A

ss
es

se
s 

th
e 

ex
te

nt
 o

f e
st

im
at

ed
 c

os
t i

m
pa

ct
s 

fr
om

 
tr

an
si

tio
ni

ng
 to

 th
e 

ne
w

 s
er

vi
ce

 d
el

iv
er

y 
m

od
el

, 
po

te
nt

ia
lly

 p
ro

vi
di

ng
 c

os
t s

av
in

gs
, g

en
er

at
in

g 
ne

w
 

re
ve

nu
e,

 o
r 

al
lo

w
in

g 
re

so
ur

ce
s 

to
 b

e 
re

al
lo

ca
te

d 
or

 
re

in
ve

st
ed

.

F
U

T
U

R
E

 S
T

A
T

E
 M

O
D

E
L

 C
O

N
S

ID
E

R
A

T
IO

N
S

G
re

at
er

 o
pp

or
tu

ni
ty

 to
 r

ed
uc

e 
lo

ng
 te

rm
 s

er
vi

ce
 

de
liv

er
y 

co
st

s 
by

 c
om

bi
ni

ng
 O

n 
D

em
an

d 
an

d 
Sp

ec
ia

liz
ed

 s
er

vi
ce

Cr
ea

te
s 

ca
pa

ci
ty

 to
 r

ed
ir

ec
t e

ff
or

t t
o 

ot
he

r 
pr

io
ri

ty
 

ne
ed

s 
w

hi
le

 m
ai

nt
ai

ni
ng

 th
e 

qu
al

ity
 o

f s
er

vi
ce

 fo
r 

cu
st

om
er

s 
as

 r
eq

ui
re

d 
by

 th
e 

A
O

D
A

Cr
os

s-
tr

ai
ni

ng
 e

m
pl

oy
ee

s 
(f

ro
m

 c
us

to
m

er
 s

er
vi

ce
 

th
ro

ug
h 

to
 o

pe
ra

to
rs

) w
ill

 r
eq

ui
re

 c
on

tin
ue

d 
in

ve
st

m
en

t i
n 

tr
ai

ni
ng

 a
nd

 L
&D

Th
er

e 
m

ay
 b

e 
ex

tr
a 

in
te

gr
at

io
n 

co
st

s 
in

vo
lv

ed
 in

 
tr

an
si

tio
ni

ng
 to

 th
is

 n
ew

 s
er

vi
ce

 d
el

iv
er

y 
m

od
el

 
(in

te
rn

al
 r

es
ou

rc
es

, s
pe

ci
al

is
ts

)

A
S

S
E

S
S

M
E

N
T

:
 

M
E

D
I

U
M

T
H

E
 B

O
T

T
O

M
 L

IN
E

A
n 

op
tim

iz
ed

 D
em

an
d 

Re
sp

on
si

ve
 tr

an
si

t s
er

vi
ce

 
m

od
el

 w
ill

 in
iti

al
ly

 g
en

er
at

e 
op

er
at

io
na

l e
ff

ic
ie

nc
ie

s 
an

d 
ev

en
tu

al
ly

 p
ro

vi
de

 c
os

t s
av

in
gs

, a
llo

w
in

g 
fo

r 
re

in
ve

st
m

en
t 

in
 o

th
er

 p
ri

or
ity

 a
re

as
 o

f D
ur

ha
m

 
Re

gi
on

 T
ra

ns
it.

Ec
on

om
ic

A
ss

es
se

s 
th

e 
im

pa
ct

 o
f t

ra
ns

iti
on

in
g 

to
 a

 n
ew

 
se

rv
ic

e 
de

liv
er

y 
m

od
el

 a
nd

 a
nt

ic
ip

at
ed

 e
co

no
m

ic
 

gr
ow

th
 a

nd
 R

eg
io

na
l p

ro
sp

er
ity

 o
f c

on
ne

ct
in

g 
m

or
e 

pe
op

le
 to

 o
pp

or
tu

ni
tie

s 
to

 w
or

k,
 le

ar
n,

 a
nd

 p
la

y.

Po
te

nt
ia

l f
or

 in
cr

ea
se

d 
em

pl
oy

m
en

t l
ev

el
s 

or
 m

or
e 

lu
cr

at
iv

e 
em

pl
oy

m
en

t o
pp

or
tu

ni
tie

s 
as

 a
 r

es
ul

t o
f 

gr
ea

te
r 

re
gi

on
al

 m
ob

ili
ty

In
cr

ea
se

d 
at

tr
ac

tiv
en

es
s 

of
 b

us
in

es
s 

in
ve

st
m

en
t i

n 
th

e 
re

gi
on

 d
ue

 to
 r

ea
ch

 o
f t

ra
ns

it 
se

rv
ic

es
 a

nd
 a

bi
lit

y 
fo

r 
cu

st
om

er
s 

to
 r

ea
ch

 th
e 

bu
si

ne
ss

, a
s 

w
el

l a
s 

em
pl

oy
ee

at
tr

ac
tio

n 
an

d 
re

te
nt

io
n

R
ed

uc
ed

 in
fr

as
tr

uc
tu

re
 in

ve
st

m
en

t l
ev

el
s 

w
ill

 b
e 

re
qu

ir
ed

 to
 s

us
ta

in
 a

 s
er

vi
ce

 le
ve

l t
ha

t r
ea

ch
es

 th
e 

en
tir

e 
re

gi
on

Co
ul

d 
re

qu
ir

e 
ca

pi
ta

l i
nv

es
tm

en
t/

di
ve

st
itu

re
 o

ve
r 

th
e 

lo
ng

-t
er

m
 to

 m
ee

t r
eg

io
na

l n
ee

ds
 a

s 
tr

an
si

t u
sa

ge
 

ch
an

ge
s,

 in
cl

ud
in

g 
m

od
e 

sh
ift

s 
an

d 
ev

ol
vi

ng
 c

us
to

m
er

 
ne

ed
s A

S
S

E
S

S
M

E
N

T
:

 
M

E
D

I
U

M

D
em

an
d 

Re
sp

on
si

ve
 tr

an
si

t s
er

vi
ce

s 
im

pr
ov

e 
th

e 
co

nn
ec

tiv
ity

 a
nd

 e
co

no
m

ic
 g

ro
w

th
 o

f t
he

 r
eg

io
n 

by
 

in
cr

ea
si

ng
 a

cc
es

s 
to

 e
m

pl
oy

m
en

t 
op

po
rt

un
iti

es
, 

re
ta

in
in

g 
ta

le
nt

,a
nd

en
ha

nc
in

g 
th

e 
Re

gi
on

's
in

ve
st

m
en

t 
pr

of
ile

.

En
vi

ro
nm

en
ta

l
A

ss
es

se
s 

th
e 

en
vi

ro
nm

en
ta

l i
m

pa
ct

 o
f t

ra
ns

iti
on

in
g 

to
 a

 n
ew

 s
er

vi
ce

 d
el

iv
er

y 
m

od
el

, c
on

si
de

ri
ng

 h
ow

 it
 

is
 e

xp
ec

te
d 

to
 im

pa
ct

 th
e 

ra
te

 o
f r

es
ou

rc
e 

us
e 

an
d 

as
so

ci
at

ed
 e

m
is

si
on

s.

 

  


R

ed
uc

ed
 G

re
en

 H
ou

se
 G

as
 (G

H
G

) e
m

is
si

on
s 

pe
r 

ri
de

r 
th

ro
ug

h 
m

or
e 

ef
fic

ie
nt

 u
se

 o
f s

er
vi

ce
 h

ou
rs

 a
cr

os
s 

th
e 

re
gi

on
al

 n
et

w
or

k

G
re

at
er

 fl
ex

ib
ili

ty
 a

nd
 a

bi
lit

y 
to

 d
ep

lo
y 

ve
hi

cl
es

 a
cr

os
s 

th
e 

ne
tw

or
k 

so
 v

eh
ic

le
 c

ap
ac

ity
 b

et
te

r 
m

at
ch

es
 

de
m

an
d

H
av

in
g 

a 
la

rg
er

 s
er

vi
ce

 a
re

a 
w

ill
 im

pa
ct

 G
H

G
 

em
is

si
on

s,
 a

lth
ou

gh
 th

is
 m

ay
 b

e 
of

fs
et

 b
y 

re
du

ce
d 

si
ng

le
-o

cc
up

an
cy

 v
eh

ic
le

 u
sa

ge
 a

nd
 g

re
at

er
 p

oo
lin

g 
fo

r 
Sp

ec
ia

liz
ed

 u
se

rs

U
se

rs
 m

ay
 b

eg
in

 to
 ta

ke
 tr

ip
s 

th
at

 th
ey

 p
re

vi
ou

sl
y 

w
ou

ld
 n

ot
 h

av
e 

ta
ke

n 
in

 a
ny

 m
od

e,
 in

cr
ea

si
ng

 v
eh

ic
le

 
tr

ip
s 

an
d

em
is

si
on

s;
 h

ow
ev

er
, t

he
 s

hi
ft

 to
 e

le
ct

ri
c 

ve
hi

cl
es

 is
 e

xp
ec

te
d 

to
 m

in
im

iz
e 

th
is

 r
is

k 
lo

ng
er

 te
rm



A
S

S
E

S
S

M
E

N
T

:
 

L
O

W

A
 D

em
an

d 
Re

sp
on

si
ve

 tr
an

si
t s

er
vi

ce
 a

llo
w

s 
fo

r 
th

e 
m

or
e 

ef
fic

ie
nt

 d
ep

lo
ym

en
t 

an
d 

m
an

ag
em

en
t o

f 
as

se
ts

 a
cr

os
s 

th
e 

ne
tw

or
k 

to
 r

ed
uc

e 
w

as
te

 a
nd

 
em

is
si

on
s 

ac
ro

ss
 th

e 
sy

st
em

, a
nd

 s
up

po
rt

s 
a 

m
od

e 
sh

ift
 a

w
ay

 fr
om

 p
er

so
na

l v
eh

ic
le

s,
 th

er
eb

y 
re

du
ci

ng
 

ov
er

al
l e

nv
ir

on
m

en
ta

l i
m

pa
ct

 to
 th

e 
re

gi
on

.

82



Tr
an

si
t 

Ev
al

ua
ti

on
 F

ra
m

ew
or

k 
| F

in
an

ci
al

 a
na

ly
si

s
A

n 
in

te
gr

at
ed

 D
em

an
d 

Re
sp

on
si

ve
 m

od
el

 p
ro

vi
de

s 
be

tt
er

 c
us

to
m

er
 s

er
vi

ce
 w

ith
ou

t i
nc

re
as

in
g 

th
e 

co
st

 o
f s

er
vi

ce
 d

el
iv

er
y

O
ve

rv
ie

w
►

Fo
ur

 s
ce

na
ri

os
 h

av
e 

be
en

 m
od

el
le

d 
to

 p
ro

vi
de

 a
 s

na
ps

ho
t c

om
pa

ri
so

n 
of

 th
e 

cu
rr

en
t s

er
vi

ce
 d

el
iv

er
y 

co
st

s 
co

m
pa

re
d 

to
 d

iff
er

en
t f

ut
ur

e 
st

at
e 

m
od

el
s

►
Tr

an
si

tio
n 

to
 S

ce
na

ri
o 

3 
is

 re
co

m
m

en
de

d 
as

 th
e 

ne
xt

 s
te

p 
in

 e
vo

lv
in

g 
D

RT
’s

 s
er

vi
ce

 o
ff

er
in

gs
, w

hi
ch

 w
ill

 p
ro

vi
de

 im
pr

ov
ed

 s
er

vi
ce

 (e
.g

. c
ur

re
nt

 S
pe

ci
al

iz
ed

se
rv

ic
e 

cu
st

om
er

s 
w

ill
 b

en
ef

it 
fr

om
 s

po
nt

an
eo

us
 tr

ip
 b

oo
ki

ng
 c

ur
re

nt
ly

 o
nl

y 
av

ai
la

bl
e 

to
 O

n 
D

em
an

d 
cu

st
om

er
s)

 a
nd

 a
llo

w
 fo

r 
op

er
at

io
na

l i
m

pr
ov

em
en

ts
 (i

.e
.

re
la

te
d 

to
 c

on
tr

ac
t 

m
an

ag
em

en
t,

 c
on

tr
ol

s,
 p

ro
ce

ss
es

, c
om

m
un

ic
at

io
ns

, e
du

ca
tio

n,
 a

nd
 te

ch
no

lo
gy

) b
ef

or
e 

an
y 

m
aj

or
 c

ha
ng

es
 a

re
 m

ad
e 

to
 s

er
vi

ce
 m

ix
►

A
s 

th
e 

se
rv

ic
e 

m
at

ur
es

 a
nd

 e
vo

lv
es

, t
he

re
 is

 p
ot

en
tia

l t
o 

m
ee

t f
ut

ur
e 

gr
ow

th
 in

 d
em

an
d 

fo
r 

in
te

gr
at

ed
 D

em
an

d 
Re

sp
on

si
ve

 s
er

vi
ce

s
us

in
g 

ad
di

tio
na

l
co

nt
ra

ct
or

s 
al

lo
w

in
g 

so
m

e 
ex

te
nt

 o
f S

ce
na

ri
o 

4 
es

tim
at

ed
 to

ta
l s

av
in

gs
 to

 b
e 

re
al

iz
ed

 in
 th

e 
co

m
in

g 
ye

ar
s

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

50

Sc
en

ar
io

 1
Fu

lly
 In

te
rn

al
ly

 D
el

iv
er

ed
(IL

LU
ST

R
A

TI
V

E 
O

N
LY

)

A
ll 

se
rv

ic
e 

br
ou

gh
t i

n-
ho

us
e

Sc
en

ar
io

 2
C

ur
re

nt
 S

er
vi

ce
 D

el
iv

er
y 

M
od

el

M
ix

 o
f i

nt
er

na
l a

nd
 e

xt
er

na
l s

er
vi

ce
 

de
liv

er
y

Sc
en

ar
io

 3
Fu

tu
re

 S
ta

te
 M

od
el

 S
er

vi
ce

 D
el

iv
er

y 
M

od
el

 (I
ni

tia
l t

ra
ns

iti
on

)

In
te

gr
at

ed
 d

em
an

d 
re

sp
on

si
ve

 s
er

vi
ce

Sc
en

ar
io

 4
C

on
tr

ac
te

d 
O

ut
 M

od
el

(IL
LU

ST
R

A
TI

V
E 

O
N

LY
)

A
ll 

de
m

an
d 

re
sp

on
si

ve
 s

er
vi

ce
 d

el
iv

er
y 

is
 c

on
tr

ac
te

d 
ou

t

M
et

ho
do

lo
gy

R
ep

la
ce

d 
co

nt
ra

ct
ed

 s
er

vi
ce

 
(v

eh
ic

le
 h

ou
rs

) w
it

h 
in

te
rn

al
 

se
rv

ic
e

C
al

cu
la

te
d 

(a
nn

ua
liz

ed
) v

eh
ic

le
 

ho
ur

s,
 v

eh
ic

le
 k

m
s,

 a
nd

 c
os

ts

R
ec

og
ni

ze
d 

be
ne

fit
s 

fr
om

 d
el

iv
er

in
g 

Sp
ec

ia
liz

ed
 a

nd
 O

n 
D

em
an

d 
se

rv
ic

e 
in

 a
n 

in
te

gr
at

ed
 w

ay

R
ep

la
ce

d 
in

te
rn

al
ly

 d
el

iv
er

ed
 

se
rv

ic
e 

(v
eh

ic
le

 h
ou

rs
) w

it
h 

co
nt

ra
ct

ed
 s

er
vi

ce

C
ha

ng
e 

(H
rs

)
-~

40
k 

C
on

tr
ac

te
d 

V
eh

ic
le

 H
rs

+
~4

0k
 In

te
rn

al
 V

eh
ic

le
 H

rs
N

/A
 

Ef
fic

ie
nc

ie
s 

fr
om

 m
or

e 
fle

xi
bl

e 
fle

et
 

de
pl

oy
m

en
t,

 w
hi

le
 p

ro
vi

di
ng

 
im

pr
ov

ed
 c

us
to

m
er

 s
er

vi
ce

-~
68

k 
In

te
rn

al
 V

eh
ic

le
 H

rs
+

~6
8k

 C
on

tr
ac

te
d 

V
eh

ic
le

 H
rs

C
os

t 
of

 S
er

vi
ce

$~
10

.6
M

$~
8.

3M
$~

8.
3M

$~
3.

2M

To
ta

l S
av

in
gs

~2
.3

M
/Y

r.
 (2

8%
 in

cr
ea

se
)

N
/A

 
O

pe
ra

ti
on

al
 e

ff
ic

ie
nc

y 
sa

vi
ng

s
$~

5.
1M

/Y
r.

 (6
2%

 s
av

in
gs

)

Re
co

m
m

en
de

d 
(n

ea
r 

te
rm

) t
ra

ns
iti

on
Po

ss
ib

le
 (l

on
g 

te
rm

) e
vo

lu
tio

n

U
nd

er
 th

e 
ne

ar
-t

er
m

 re
co

m
m

en
de

d 
m

od
el

, s
av

in
gs

 fr
om

 o
pe

ra
tio

na
l e

ff
ic

ie
nc

ie
s 

fr
om

 a
 c

om
bi

ne
d 

sp
ec

ia
liz

ed
 a

nd
 O

n 
D

em
an

d 
se

rv
ic

e 
is

 
an

tic
ip

at
ed

. A
s 

th
e 

se
rv

ic
e 

m
at

ur
es

, D
RT

 c
ou

ld
 s

av
e 

as
 m

uc
h 

as
 ~

 $
5.

1M
 p

er
 y

ea
r 

by
 u

si
ng

 c
on

tr
ac

to
rs

 to
 m

ee
t f

ut
ur

e 
gr

ow
th

 in
de

m
an

d.

83



Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

51Th
e 

pa
 th

 fo
rw

ar
d

84



Im
pl

em
en

ta
ti

on
 r

oa
dm

ap
 | 

O
ve

rv
ie

w
Th

e 
fo

llo
w

in
g 

te
n 

m
aj

or
 ro

ad
m

ap
 a

ct
iv

iti
es

 a
re

 re
co

m
m

en
de

d 
an

d 
se

qu
en

ce
d 

to
 re

fle
ct

 in
he

re
nt

 d
ep

en
de

nc
ie

s

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

52

~1
 m

on
th

1
Fo

rm
al

iz
e 

a 
se

rv
ic

e 
de

liv
er

y 
st

ra
te

gy
 a

nd
 m

et
ri

cs
 

2
~3

 
Em

be
d 

a 
pe

rf
or

m
an

ce
 m

an
ag

em
en

t 
di

sc
ip

lin
e

m
on

th
s

3
A

lig
n 

D
em

an
d 

R
es

po
ns

iv
e 

se
rv

ic
e 

m
od

el
 im

pl
em

en
ta

ti
on

 p
la

n 
w

it
h 

ke
y 

pa
rt

ne
rs

' a
ct

iv
it

ie
s 

(i.
e.

 M
et

ro
lin

x,
 T

TC
, Y

R
T,

~3
-6

 m
on

th
s

D
ur

ha
m

 R
eg

io
n,

 o
th

er
 t

ra
ns

it-
re

la
te

d 
se

rv
ic

e 
pr

ov
id

er
s)

4
R

ea
lig

n 
in

te
rn

al
 s

tr
uc

tu
re

, p
ro

ce
ss

es
 a

nd
 p

ol
ic

ie
s 

~6
 m

on
th

s
to

 t
he

 n
ew

 s
er

vi
ce

 d
el

iv
er

y 
m

od
el

5
P

re
pa

re
 fo

r 
an

d 
la

un
ch

 in
te

gr
at

ed
 

~9
-1

2 
m

on
th

s
D

em
an

d 
R

es
po

ns
iv

e 
se

rv
ic

e

6
Im

pl
em

en
t 

te
ch

no
lo

gy
 s

ol
ut

io
ns

 t
ha

t 
en

ab
le

 
~9

-1
2 

m
on

th
s

D
em

an
d 

R
es

po
ns

iv
e 

se
rv

ic
e 

7
Fo

st
er

 a
 O

ne
 D

R
T 

cu
lt

ur
e 

an
d 

~1
2-

18
 m

on
th

s
em

po
w

er
 t

he
 w

or
kf

or
ce

Ed
uc

at
e 

cu
rr

en
t 

an
d 

po
te

nt
ia

l 
8

~2
-3

 y
ea

rs
cu

st
om

er
s 

an
d 

pr
om

ot
e 

us
e 

of
 

D
em

an
d 

R
es

po
ns

iv
e 

se
rv

ic
e

9
Im

pr
ov

e 
in

te
rn

al
 te

ch
no

lo
gy

 
~2

-3
 y

ea
rs

sy
st

em
s 

an
d 

to
ol

s

10
O

N
G

O
IN

G
 

- 
M

on
it

or
 

an
d 

ev
al

ua
te

 
se

rv
ic

e 
pe

rf
or

m
an

ce 85



Im
pl

em
en

ta
ti

on
 r

oa
dm

ap
 | 

Fo
rm

al
iz

in
g 

st
ra

te
gy

 a
nd

 p
er

fo
rm

an
ce

 m
an

ag
em

en
t

Th
e 

fo
llo

w
in

g 
ac

tiv
iti

es
 re

pr
es

en
t t

ac
tic

al
 a

ct
io

ns
 th

at
 w

ou
ld

 s
up

po
rt

 a
 s

m
oo

th
 tr

an
si

tio
n 

to
 th

e 
ne

w
 s

er
vi

ce
 d

el
iv

er
y 

m
od

el
 

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

53

#
A

ct
iv

ity
 a

nd
 s

ub
-a

ct
iv

it
ie

s
M

ile
st

on
e?

Ke
y 

de
pe

nd
en

ci
es

1
Fo

rm
al

iz
e 

a 
se

rv
ic

e 
de

liv
er

y 
st

ra
te

gy
 a

nd
 m

et
ri

cs

1.
1

So
ci

al
iz

e 
an

d 
so

lic
it 

fe
ed

ba
ck

 o
n 

re
su

lts
 o

f s
tu

dy
 w

ith
 k

ey
 

st
ak

eh
ol

de
rs

-
D

ep
en

de
nt

 o
n 

da
te

 o
f p

re
se

nt
at

io
n 

to
 T

EC
.

1.
2

En
ga

ge
 D

RT
 le

ad
er

sh
ip

, s
ta

ff
, p

ar
tn

er
s 

an
d 

th
e 

Re
gi

on
 in

 d
ef

in
in

g 
cu

st
om

er
 s

er
vi

ce
 m

et
ri

cs
-

D
ep

en
de

nt
 o

n 
av

ai
la

bi
lit

y 
of

 r
es

ou
rc

es
 r

eq
ui

re
d 

to
 is

su
e 

a 
su

rv
ey

 o
r 

en
ga

ge
 n

ei
gh

bo
ur

in
g 

m
un

ic
ip

al
 tr

an
si

t a
ge

nc
ie

s.

1.
3

Re
co

gn
iz

e 
st

ak
eh

ol
de

rs
 fo

r 
pr

ov
id

in
g 

fe
ed

ba
ck

 a
nd

 in
pu

t
-

-

1.
4

H
ol

d 
st

ra
te

gi
c 

pl
an

ni
ng

 s
es

si
on

 w
ith

 le
ad

er
sh

ip
-

-

1.
5

O
ne

 D
RT

 v
is

io
n,

 o
bj

ec
tiv

es
 a

nd
 ta

rg
et

 o
ut

co
m

es
 d

ev
el

op
ed

Ye
s

-

1.
6

A
nn

ou
nc

e 
re

ne
w

ed
 s

tr
at

eg
y,

 v
is

io
n 

an
d 

va
lu

e 
pr

op
os

iti
on

-
-

2
Em

be
d 

a 
pe

rf
or

m
an

ce
 m

an
ag

em
en

t 
di

sc
ip

lin
e

2.
1

H
ir

e 
co

nt
ra

ct
 m

an
ag

em
en

t /
 p

er
fo

rm
an

ce
 m

ea
su

re
m

en
t 

sp
ec

ia
lis

t
-

-

2.
3

D
ev

el
op

 p
er

fo
rm

an
ce

 m
an

ag
em

en
t 

fr
am

ew
or

k 
to

 e
va

lu
at

e 
se

rv
ic

e 
de

liv
er

y
-

-

2.
4

Cr
ea

te
 o

pe
ra

tio
na

l, 
fin

an
ci

al
, a

nd
 c

us
to

m
er

 s
er

vi
ce

 K
ey

 P
er

fo
rm

an
ce

 
In

di
ca

to
rs

 (K
PI

s)
 to

 m
ea

su
re

 p
er

fo
rm

an
ce

-
-

2.
5

Es
ta

bl
is

h 
pe

rf
or

m
an

ce
 m

et
ri

cs
 b

as
ed

 o
n 

le
ad

er
sh

ip
 a

nd
 C

ou
nc

il'
s 

ne
ed

s 
an

d 
pu

bl
ic

 e
xp

ec
ta

tio
ns

-
-

2.
6

Pe
rf

or
m

an
ce

 m
ea

su
re

m
en

t 
fr

am
ew

or
k 

an
d 

m
et

ri
cs

 e
st

ab
lis

he
d

Ye
s

-

2.
7

Co
nf

ir
m

 K
PI

s 
an

d 
m

et
ri

cs
 li

nk
 to

 h
ig

he
r 

or
de

r 
st

ra
te

gi
c 

ac
tio

n 
pl

an
(s

)
-

-

2.
8

Bu
ild

 p
er

fo
rm

an
ce

 m
et

ri
cs

 in
to

 n
ew

 c
on

tr
ac

ts
 w

ith
 3

rd
-p

ar
ty

 
op

er
at

or
s

-
D

ep
en

de
nt

 o
n 

tim
in

g 
of

 r
el

ea
se

 o
f o

ng
oi

ng
 R

FP
 p

ro
ce

ss
.

86



Im
pl

em
en

ta
ti

on
 r

oa
dm

ap
 | 

A
lig

ni
ng

 in
te

rn
al

ly
 a

nd
 w

ith
 p

ar
tn

er
s

Th
e 

fo
llo

w
in

g 
ac

tiv
iti

es
 re

pr
es

en
t t

ac
tic

al
 a

ct
io

ns
 th

at
 w

ou
ld

 s
up

po
rt

 a
 s

m
oo

th
 tr

an
si

tio
n 

to
 th

e 
ne

w
 s

er
vi

ce
 d

el
iv

er
y 

m
od

el

Se
pt

em
be

r 
20

21

#
A

ct
iv

ity
 a

nd
 s

ub
-a

ct
iv

it
ie

s
M

ile
st

on
e?

Ke
y 

de
pe

nd
en

ci
es

3
A

lig
n 

D
em

an
d 

R
es

po
ns

iv
e 

se
rv

ic
e 

m
od

el
 im

pl
em

en
ta

ti
on

 p
la

n 
w

it
h 

ke
y 

pa
rt

ne
rs

' a
ct

iv
it

ie
s 

(i.
e.

 M
et

ro
lin

x,
 T

TC
, Y

R
T,

 D
ur

ha
m

 R
eg

io
n,

 
ot

he
r 

tr
an

si
t-

re
la

te
d 

se
rv

ic
e 

pr
ov

id
er

s)

3.
1

Co
m

m
un

ic
at

e 
th

e 
ne

w
 s

er
vi

ce
 d

el
iv

er
y 

m
od

el
 a

nd
 in

te
gr

at
ed

 
op

er
at

in
g 

st
ru

ct
ur

e 
w

ith
 k

ey
 p

ar
tn

er
s

-
-

3.
2

Re
vi

ew
 n

ei
gh

bo
ur

in
g 

se
rv

ic
e 

pr
ov

id
er

s 
tr

an
si

t p
la

ns
 to

 d
et

er
m

in
e 

al
ig

nm
en

t w
ith

 n
ew

 D
em

an
d 

Re
sp

on
si

ve
 m

od
el

-
-

3.
3

D
ev

el
op

 in
te

gr
at

ed
 p

la
n 

ba
se

d 
on

 in
pu

t f
ro

m
 p

ar
tn

er
s 

w
ho

 a
re

 p
ar

t o
f 

th
e 

D
RT

 e
co

sy
st

em
 o

f s
er

vi
ce

s
Ye

s
-

4
R

ea
lig

n 
in

te
rn

al
 s

tr
uc

tu
re

, p
ro

ce
ss

es
 a

nd
 p

ol
ic

ie
s 

to
 t

he
 n

ew
 

se
rv

ic
e 

de
liv

er
y 

m
od

el

4.
1

D
ev

el
op

 S
er

vi
ce

 D
el

iv
er

y 
G

ui
de

 (f
or

 in
te

rn
al

 u
se

 b
y 

D
RT

) a
nd

 
Cu

st
om

er
 C

ha
rt

er
 (i

nt
er

na
l/

ex
te

rn
al

)
Ye

s
-

4.
2

In
st

itu
tio

na
liz

e 
pe

rf
or

m
an

ce
 m

an
ag

em
en

t a
nd

 m
et

ri
cs

 v
ia

 r
eg

ul
ar

 
co

m
m

un
ic

at
io

ns
-

-

4.
3

En
ga

ge
 a

nd
 in

fo
rm

 th
e 

un
io

n 
of

 p
ro

po
se

d 
ch

an
ge

s 
to

 o
rg

an
iz

at
io

na
l 

st
ru

ct
ur

e,
 r

at
io

na
le

 a
nd

 m
iti

ga
tio

ns
-

-

4.
4

Im
pl

em
en

t 
or

ga
ni

za
tio

na
l s

tr
uc

tu
re

 c
ha

ng
es

 to
 im

pr
ov

e 
cu

st
om

er
 

se
rv

ic
e

Ye
s

-

4.
5

Re
fr

es
h/

re
al

ig
n 

po
lic

ie
s 

an
d 

pr
oc

es
se

s 
th

at
 d

ea
l w

ith
 c

us
to

m
er

 
in

te
rf

ac
es

, s
af

et
y,

 o
r 

w
el

lb
ei

ng
-

D
ep

en
de

nt
 o

n 
le

ve
l o

f i
nf

or
m

at
io

n 
av

ai
la

bl
e 

on
 n

ew
 a

pp
 

bo
ok

in
g/

sc
he

du
lin

g 
so

lu
tio

n 
ba

se
d 

on
 s

ta
ge

 o
f R

FP
 p

ro
ce

ss
.

P
ag

e 
54

D
R

T 
D

em
an

d 
R

es
po

ns
iv

e 
Tr

an
si

t 
St

ud
y

87



Im
pl

em
en

ta
ti

on
 r

oa
dm

ap
 | 

Pr
ep

ar
in

g 
fo

r 
D

em
an

d 
Re

sp
on

si
ve

 s
er

vi
ce

 la
un

ch
Th

e 
fo

llo
w

in
g 

ac
tiv

iti
es

 re
pr

es
en

t t
ac

tic
al

 a
ct

io
ns

 th
at

 w
ou

ld
 s

up
po

rt
 a

 s
m

oo
th

 tr
an

si
tio

n 
to

 th
e 

ne
w

 s
er

vi
ce

 d
el

iv
er

y 
m

od
el

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

55

#
A

ct
iv

ity
 a

nd
 s

ub
-a

ct
iv

it
ie

s
M

ile
st

on
e?

Ke
y 

de
pe

nd
en

ci
es

5
Pr

ep
ar

e 
fo

r 
an

d 
la

un
ch

 in
te

gr
at

ed
 D

em
an

d 
R

es
po

ns
iv

e 
se

rv
ic

e

5.
1

Pr
oc

ur
e 

3r
d -

pa
rt

y 
ve

hi
cl

e 
se

rv
ic

es
 to

 d
el

iv
er

 in
te

gr
at

ed
 D

em
an

d 
Re

sp
on

si
ve

 s
er

vi
ce

-
D

ep
en

de
nt

 o
n 

es
ta

bl
is

hm
en

t 
of

 p
er

fo
rm

an
ce

 fr
am

ew
or

k 
an

d 
KP

Is
. T

hi
s 

ac
tiv

ity
 m

us
t b

e 
co

m
pl

et
ed

 b
ef

or
e 

M
ar

ch
 2

02
2,

 a
s 

th
at

 is
 w

he
n 

th
e 

co
nt

ra
ct

s 
ar

e 
av

ai
la

bl
e 

fo
r 

re
ne

w
al

.

5.
2

En
ga

ge
 th

e 
A

A
C 

an
d 

TA
C 

fo
r 

id
ea

s 
an

d 
in

pu
t o

n 
ho

w
 to

 e
ng

ag
e 

sp
ec

ifi
c 

cu
st

om
er

 s
eg

m
en

ts
-

-

5.
3

Ev
al

ua
te

 th
e 

RO
I o

f p
as

t P
ub

lic
 In

fo
rm

at
io

n 
Ce

nt
re

s 
(P

IC
s)

, i
de

nt
ify

in
g 

op
po

rt
un

iti
es

 to
 im

pr
ov

e 
pu

bl
ic

 e
ng

ag
em

en
t

-
-

5.
4

Pe
rf

or
m

 ta
rg

et
ed

 e
ng

ag
em

en
t 

an
d 

ho
ld

 P
IC

 to
 in

fo
rm

 h
ow

 s
er

vi
ce

 
de

liv
er

y 
ch

an
ge

s 
ar

e 
ro

lle
d 

ou
t

Ye
s

-

5.
5

A
na

ly
ze

 a
nd

 s
eg

m
en

t 
cu

st
om

er
 d

at
a 

to
 in

fo
rm

 a
 b

as
el

in
e 

cu
st

om
er

 
ex

pe
ri

en
ce

 p
re

-t
ra

ns
iti

on
-

-

5.
6

Em
po

w
er

 s
ta

ff
 w

ith
 s

ur
ve

y 
to

ol
s 

to
 c

ol
le

ct
 fe

ed
ba

ck
 fr

om
 m

em
be

rs
 

pr
e-

an
d 

po
st

 tr
an

si
tio

n
-

-

5.
7

Id
en

tif
y 

th
e 

hi
gh

es
t u

se
/p

ro
bl

em
at

ic
 b

us
 s

to
ps

 to
 p

ri
or

iti
ze

 c
ap

ita
l 

im
pr

ov
em

en
ts

-
-

5.
8

Co
nd

uc
t a

 h
ig

h-
le

ve
l a

cc
es

si
bi

lit
y 

au
di

t o
f f

re
qu

en
t t

ri
p 

ge
ne

ra
tin

g 
lo

ca
tio

ns
 to

 in
fo

rm
 a

pp
 b

us
in

es
s 

ru
le

s
-

-

5.
9

U
pd

at
e 

A
cc

es
si

bi
lit

y 
Pl

an
 a

nd
 r

ev
ie

w
 w

ith
 A

A
C 

an
d 

im
pa

ct
ed

 
co

m
m

un
ity

 m
em

be
rs

Ye
s

-

88



Im
pl

em
en

ta
ti

on
 r

oa
dm

ap
 | 

Im
pl

em
en

tin
g 

te
ch

no
lo

gy
 a

nd
 e

m
po

w
er

in
g 

st
af

f
Th

e 
fo

llo
w

in
g 

ac
tiv

iti
es

 re
pr

es
en

t t
ac

tic
al

 a
ct

io
ns

 th
at

 w
ou

ld
 s

up
po

rt
 a

 s
m

oo
th

 tr
an

si
tio

n 
to

 th
e 

ne
w

 s
er

vi
ce

 d
el

iv
er

y 
m

od
el

Se
pt

em
be

r 
20

21

#
A

ct
iv

ity
 a

nd
 s

ub
-a

ct
iv

it
ie

s
M

ile
st

on
e?

Ke
y 

de
pe

nd
en

ci
es

6
Im

pl
em

en
t 

te
ch

no
lo

gy
 s

ol
ut

io
ns

 t
ha

t 
en

ab
le

 D
em

an
d 

R
es

po
ns

iv
e 

se
rv

ic
e 

6.
1

G
at

he
r 

bu
si

ne
ss

 r
eq

ui
re

m
en

ts
 fo

r 
bo

ok
in

g/
di

sp
at

ch
in

g 
ap

p 
to

 e
na

bl
e 

pr
oc

ur
em

en
t 

pr
oc

es
s

-
-

6.
2

Pr
io

ri
tiz

e 
re

qu
ir

em
en

ts
 in

to
 "

m
us

t-
ha

ve
",

 "
sh

ou
ld

 h
av

e"
, "

co
ul

d 
ha

ve
",

 a
nd

 "
w

on
't 

ha
ve

" 
ca

te
go

ri
es

-
D

ep
en

de
nt

 o
n 

an
 in

-d
ep

th
 r

ev
ie

w
 o

f r
eq

ui
re

m
en

ts
 v

er
su

s 
A

O
D

A
 a

nd
 

ot
he

r 
le

gi
sl

at
ed

 o
r 

pr
og

ra
m

 r
eq

ui
re

m
en

ts
.

6.
3

Co
nf

ir
m

 "
m

us
t-

ha
ve

" 
re

qu
ir

em
en

ts
 c

an
 b

e 
de

liv
er

ed
 b

y 
pr

op
on

en
t(

s)
 

an
d 

th
ei

r 
so

lu
tio

n(
s)

-
-

6.
4

Se
le

ct
 v

en
do

r
Ye

s

6.
5

N
eg

ot
ia

te
 c

on
tr

ac
t,

 e
ns

ur
in

g 
da

ta
, r

ep
or

tin
g,

 a
nd

 s
er

vi
ce

 
le

ve
l/

qu
al

ity
 te

rm
s 

ar
e 

in
cl

ud
ed

-

6.
6

Im
pl

em
en

t 
ne

w
 b

oo
ki

ng
/d

is
pa

tc
hi

ng
 a

pp
Ye

s
Th

is
 a

ct
iv

ity
 m

us
t b

e 
co

m
pl

et
ed

 b
ef

or
e 

M
ar

ch
 2

02
2,

 a
s 

th
at

 is
 w

he
n 

th
e 

co
nt

ra
ct

s 
ar

e 
av

ai
la

bl
e 

fo
r 

re
ne

w
al

.

6.
7

Co
nt

in
ue

 to
 w

or
k 

w
ith

 M
et

ro
lin

x 
an

d 
PR

ES
TO

 to
 c

on
fir

m
 a

bi
lit

y 
to

 
su

pp
or

t f
ar

e 
pa

ym
en

ts
 u

nd
er

 th
e 

fu
tu

re
 s

ta
te

 m
od

el
-

7
Fo

st
er

 a
 O

ne
 D

R
T 

cu
lt

ur
e 

an
d 

em
po

w
er

 t
he

 w
or

kf
or

ce

7.
1

Co
m

m
it 

re
so

ur
ce

s 
to

 d
ev

el
op

 c
ha

ng
e 

m
an

ag
em

en
t 

pl
an

 a
nd

 le
ad

 
ex

ec
ut

io
n 

of
 a

ct
iv

iti
es

-
-

7.
2

D
ev

el
op

 O
ne

 D
RT

 C
ul

tu
re

 B
lu

ep
ri

nt
 d

es
cr

ib
in

g 
de

si
re

d 
be

ha
vi

ou
rs

 
un

de
r 

ne
w

 m
od

el
-

-

7.
3

En
ga

ge
 th

e 
Re

gi
on

's
 H

R 
te

am
 fo

r 
le

ar
ni

ng
 a

nd
 d

ev
el

op
m

en
t 

(L
&D

) 
su

pp
or

t
-

-

P
ag

e 
56

D
R

T 
D

em
an

d 
R

es
po

ns
iv

e 
Tr

an
si

t 
St

ud
y

89



Im
pl

em
en

ta
ti

on
 r

oa
dm

ap
 | 

Ed
uc

at
in

g 
an

d 
pr

om
ot

in
g 

se
rv

ic
e 

ad
op

tio
n

Th
e 

fo
llo

w
in

g 
ac

tiv
iti

es
 re

pr
es

en
t t

ac
tic

al
 a

ct
io

ns
 th

at
 w

ou
ld

 s
up

po
rt

 a
 s

m
oo

th
 tr

an
si

tio
n 

to
 th

e 
ne

w
 s

er
vi

ce
 d

el
iv

er
y 

m
od

el

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

57

#
A

ct
iv

ity
 a

nd
 s

ub
-a

ct
iv

it
ie

s
M

ile
st

on
e?

Ke
y 

de
pe

nd
en

ci
es

7
Fo

st
er

 a
 O

ne
 D

R
T 

cu
lt

ur
e 

an
d 

em
po

w
er

 t
he

 w
or

kf
or

ce
 (

co
nt

’d
)

7.
4

Cr
ea

te
 r

ob
us

t e
m

pl
oy

ee
 a

nd
 p

ar
tn

er
 e

ng
ag

em
en

t 
pr

og
ra

m
, i

nv
ol

vi
ng

 
ac

tiv
iti

es
 s

uc
h 

as
 a

ll-
ha

nd
s 

ca
lls

, t
ow

nh
al

ls
, b

ul
le

tin
s,

 c
ha

rt
er

 r
el

ea
se

, 
et

c.
-

-

7.
5

D
em

on
st

ra
te

 m
ea

su
ra

bl
e 

be
ne

fit
s 

of
 fu

tu
re

 s
ta

te
 m

od
el

 to
 e

m
pl

oy
ee

s 
an

d 
jo

b 
fu

nc
tio

ns
-

-

7.
6

Tr
ai

n 
an

d 
cr

os
s-

tr
ai

n 
w

or
kf

or
ce

 o
n 

ne
w

 a
pp

, p
ro

ce
ss

es
, p

ol
ic

ie
s 

an
d 

cu
st

om
er

 s
er

vi
ce

 a
pp

ro
ac

h
-

D
ep

en
de

nt
 o

n 
pr

oc
ur

em
en

t 
of

 n
ew

 a
pp

 a
nd

 d
ev

el
op

m
en

t 
of

 
pr

oc
es

se
s/

po
lic

ie
s.

8
Ed

uc
at

e 
cu

rr
en

t 
an

d 
po

te
nt

ia
l c

us
to

m
er

s 
an

d 
pr

om
ot

e 
us

e 
of

 
D

em
an

d 
R

es
po

ns
iv

e 
se

rv
ic

e

8.
1

Co
m

m
it 

re
so

ur
ce

s 
to

 m
ar

ke
tin

g 
an

d 
re

se
ar

ch
 a

ct
iv

iti
es

-
-

8.
2

Id
en

tif
y 

pr
ef

er
re

d 
co

m
m

un
ic

at
io

ns
 c

ha
nn

el
s 

th
ro

ug
h 

fo
cu

s 
gr

ou
ps

, 
su

rv
ey

s,
 e

tc
.

-
-

8.
3

D
ev

el
op

 a
cc

es
si

bl
e 

ed
uc

at
io

na
l "

ho
w

-t
o"

 m
at

er
ia

ls
 a

nd
 c

ol
la

te
ra

l f
or

 
cu

rr
en

t a
nd

 p
ot

en
tia

l c
us

to
m

er
s

Ye
s

-

8.
4

D
ev

el
op

 a
nd

 la
un

ch
 m

ar
ke

tin
g 

ca
m

pa
ig

ns
 to

 d
el

iv
er

 k
ey

 m
es

sa
ge

s 
an

d 
gu

id
an

ce
 to

 u
se

rs
-

-

8.
5

Co
nd

uc
t u

se
r 

an
d 

co
ns

um
er

 r
es

ea
rc

h 
to

 in
fo

rm
 b

ra
nd

in
g 

re
fr

es
h

-
-

8.
6

U
nd

er
go

 b
ra

nd
in

g 
re

fr
es

h
Ye

s
D

ep
en

de
nt

 o
n 

fu
nd

in
g 

av
ai

la
bl

e 
an

d 
br

an
di

ng
 r

eq
ui

re
m

en
ts

 o
f 3

rd
-p

ar
ty

 
op

er
at

or
s 

un
de

r 
co

nt
ra

ct
s.

90



Im
pl

em
en

ta
ti

on
 r

oa
dm

ap
 | 

Im
pr

ov
in

g 
in

te
rn

al
 to

ol
s 

an
d 

m
on

ito
ri

ng
 s

er
vi

ce
Th

e 
fo

llo
w

in
g 

ac
tiv

iti
es

 re
pr

es
en

t t
ac

tic
al

 a
ct

io
ns

 th
at

 w
ou

ld
 s

up
po

rt
 a

 s
m

oo
th

 tr
an

si
tio

n 
to

 th
e 

ne
w

 s
er

vi
ce

 d
el

iv
er

y 
m

od
el

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

58

#
A

ct
iv

ity
 a

nd
 s

ub
-a

ct
iv

it
ie

s
M

ile
st

on
e?

Ke
y 

de
pe

nd
en

ci
es

9
Im

pr
ov

e 
in

te
rn

al
 t

ec
hn

ol
og

y 
sy

st
em

s 
an

d 
to

ol
s

9.
1

Cr
ea

te
 a

n 
IT

 r
oa

dm
ap

 a
dd

re
ss

in
g 

en
te

rp
ri

se
 a

nd
 o

pe
ra

tio
na

l n
ee

ds
, 

ac
co

un
tin

g 
fo

r 
an

y 
de

pe
nd

en
ci

es
 w

ith
 e

xt
er

na
l s

ol
ut

io
ns

-
-

9.
2

Pr
oc

ur
e 

a 
ce

nt
ra

liz
ed

 w
or

kf
or

ce
 m

an
ag

em
en

t t
oo

l a
nd

 im
pl

em
en

t 
Ye

s
-

9.
3

Pr
oc

ur
e 

an
 a

dv
an

ce
d 

an
al

yt
ic

s 
to

ol
 a

nd
 im

pl
em

en
t

Ye
s

-

9.
4

U
pg

ra
de

 fl
ee

t r
ad

io
 s

ys
te

m
 t

o 
V

O
IP

 s
ys

te
m

Ye
s

-

9.
5

Pr
oc

ee
d 

w
ith

 u
pg

ra
di

ng
 th

e 
CR

M
 s

ys
te

m
 r

eq
ui

re
d 

to
 e

na
bl

e 
an

 
in

te
gr

at
ed

 a
pp

ro
ac

h 
to

 c
us

to
m

er
 s

er
vi

ce
-

D
ep

en
de

nt
 o

n 
D

ur
ha

m
 R

eg
io

n'
s 

st
at

ed
 p

ri
or

ity
 a

nd
 fu

nd
s 

av
ai

la
bl

e 
to

 
up

da
te

 th
e 

en
te

rp
ri

se
 C

RM
, w

hi
ch

 D
RT

 w
ou

ld
 u

til
iz

e.

10
M

on
it

or
 a

nd
 e

va
lu

at
e 

se
rv

ic
e 

pe
rf

or
m

an
ce

10
.1

M
on

ito
r 

an
d 

re
po

rt
 o

n 
or

ga
ni

za
tio

na
l, 

fin
an

ci
al

, a
nd

 c
us

to
m

er
 s

er
vi

ce
 

KP
Is

-
-

10
.2

Co
nd

uc
t p

er
io

di
c 

ve
nd

or
 a

ud
its

, a
s 

re
qu

ir
ed

 a
nd

 a
cc

ep
ta

bl
e 

un
de

r 
co

nt
ra

ct
 te

rm
s

-
-

10
.3

Co
nd

uc
t p

er
io

di
c 

‘r
id

e-
al

on
g’

 in
sp

ec
tio

n 
pr

oc
es

se
s 

al
on

g 
ro

ut
es

 o
r 

w
ith

in
 z

on
es

-
-

10
.4

In
st

itu
te

 o
pe

ra
to

r 
ch

ec
k-

in
s 

(p
ul

l-o
ut

s)
 fo

r 
w

in
do

w
s,

 if
 d

ee
m

ed
 

fe
as

ib
le

-
-

91



Co
nc

lu
si

on
| M

ov
in

g 
to

 a
 D

em
an

d 
Re

sp
on

si
ve

m
od

el

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

59

Th
e 

re
su

lts
 o

f t
he

 e
va

lu
at

io
n 

of
 th

e 
fu

tu
re

 s
ta

te
 m

od
el

 s
up

po
rt

s 
D

RT
 s

hi
ft

in
g 

to
 a

 m
or

e 
in

te
gr

at
ed

 D
em

an
d 

Re
sp

on
si

ve
 s

er
vi

ce
 d

el
iv

er
y 

m
od

el
 to

 b
et

te
r 

se
rv

e
O

n 
D

em
an

d 
an

d 
Sp

ec
ia

liz
ed

cu
st

om
er

s.
 W

ith
 a

 p
ri

or
ity

 fo
cu

s 
on

th
e 

cu
st

om
er

, e
qu

ity
 a

nd
 s

er
vi

ce
 d

el
iv

er
y 

ac
co

un
ts

a 
st

ro
ng

 c
as

e 
ca

n 
be

 m
ad

e 
fo

r 
pr

oc
ee

di
ng

.

Cu
st

om
er

D
em

an
d 

Re
sp

on
si

ve
 tr

an
si

t s
er

vi
ce

s 
ne

tw
or

k 
pr

ov
id

es
 m

or
e 

se
am

le
ss

, e
ff

ic
ie

nt
, a

nd
 e

qu
ita

bl
e 

m
ov

em
en

t 
of

 p
eo

pl
e 

ac
ro

ss
 th

e 
re

gi
on

, r
es

ul
tin

g 
in

 
im

pr
ov

ed
 c

us
to

m
er

 e
xp

er
ie

nc
e 

as
 a

 r
es

ul
t o

f m
or

e 
di

re
ct

 tr
av

el
, s

ho
rt

er
 jo

ur
ne

ys
, r

ed
uc

ed
 w

ai
t t

im
es

 
an

d 
si

m
pl

ic
ity

 o
f t

ri
p 

pl
an

ni
ng

.

A
ss

es
sm

en
t:

 H
IG

H

Eq
ui

ty

Th
ro

ug
h 

th
e 

de
liv

er
y 

of
 D

em
an

d 
Re

sp
on

si
ve

 tr
an

si
t 

se
rv

ic
es

, u
se

rs
 w

ith
 d

iff
er

en
t a

bi
lit

ie
s 

w
ill

 h
av

e 
gr

ea
te

r 
ac

ce
ss

 to
 tr

an
si

t a
nd

 r
ed

uc
ed

 w
ai

t t
im

es
. 

O
ve

ra
ll,

 a
ll 

us
er

s 
w

ill
 h

av
e 

m
or

e 
ch

oi
ce

 o
ve

r 
w

he
re

 
th

ey
 a

re
 a

bl
e 

to
 li

ve
, w

or
k 

an
d 

pl
ay

.

A
ss

es
sm

en
t:

 H
IG

H

Se
rv

ic
e 

D
el

iv
er

y

A
 D

em
an

d 
Re

sp
on

si
ve

 tr
an

si
t s

er
vi

ce
s 

pr
ov

id
er

 is
 

m
or

e 
eq

ui
pp

ed
 to

 a
ct

io
n 

on
 R

eg
io

na
l o

bj
ec

tiv
es

 a
nd

 
im

pr
ov

e 
se

rv
ic

e 
de

liv
er

y,
 fa

ci
lit

at
in

g 
re

gi
on

al
 

m
ob

ili
ty

 o
n 

a 
la

rg
er

, m
or

e 
in

te
gr

at
ed

, a
nd

 m
or

e 
eq

ui
ta

bl
e 

sc
al

e.

A
ss

es
sm

en
t:

 H
IG

H

Fi
na

nc
ia

l

A
n 

op
tim

iz
ed

 D
em

an
d 

Re
sp

on
si

ve
 tr

an
si

t s
er

vi
ce

 
m

od
el

 w
ill

 in
iti

al
ly

 g
en

er
at

e 
op

er
at

io
na

l e
ff

ic
ie

nc
ie

s 
an

d 
ev

en
tu

al
ly

 p
ro

vi
de

 c
os

t s
av

in
gs

, a
llo

w
in

g 
fo

r 
re

in
ve

st
m

en
t 

in
 o

th
er

 p
ri

or
ity

 a
re

as
 o

f D
ur

ha
m

 
Re

gi
on

 T
ra

ns
it.

A
ss

es
sm

en
t:

 M
ED

IU
M

Ec
on

om
ic

D
em

an
d 

Re
sp

on
si

ve
 tr

an
si

t s
er

vi
ce

s 
im

pr
ov

e 
th

e 
co

nn
ec

tiv
ity

 a
nd

 e
co

no
m

ic
 g

ro
w

th
 o

f t
he

 r
eg

io
n 

by
 

in
cr

ea
si

ng
 a

cc
es

s 
to

 e
m

pl
oy

m
en

t 
op

po
rt

un
iti

es
, 

re
ta

in
in

g 
ta

le
nt

,a
nd

en
ha

nc
in

g 
th

e 
Re

gi
on

's
in

ve
st

m
en

t 
pr

of
ile

.

A
ss

es
sm

en
t:

 M
ED

IU
M

En
vi

ro
nm

en
ta

l
A

 D
em

an
d 

Re
sp

on
si

ve
 tr

an
si

t s
er

vi
ce

 a
llo

w
s 

fo
r 

th
e 

m
or

e 
ef

fic
ie

nt
 d

ep
lo

ym
en

t 
an

d 
m

an
ag

em
en

t o
f 

as
se

ts
 a

cr
os

s 
th

e 
ne

tw
or

k 
to

 r
ed

uc
e 

w
as

te
 a

nd
 

em
is

si
on

s 
ac

ro
ss

 th
e 

sy
st

em
, a

nd
 s

up
po

rt
s 

a 
m

od
e 

sh
ift

 a
w

ay
 fr

om
 p

er
so

na
l v

eh
ic

le
s,

 th
er

eb
y 

re
du

ci
ng

 
ov

er
al

l e
nv

ir
on

m
en

ta
l i

m
pa

ct
 to

 th
e 

re
gi

on
.

A
ss

es
sm

en
t:

 L
O

W

In
 a

ss
es

si
ng

 t
he

 fu
tu

re
 s

ta
te

 m
od

el
 t

hr
ou

gh
 t

he
se

 s
ix

 a
cc

ou
nt

s,
 t

he
 r

es
ul

ts
 o

f t
he

 e
va

lu
at

io
n 

pr
ov

id
e 

cl
ea

r 
ev

id
en

ce
 in

 s
up

po
rt

 o
f D

R
T 

pr
oc

ee
di

ng
 t

o 
ad

op
t 

th
e 

fu
tu

re
 s

ta
te

 m
od

el
 a

nd
 p

ro
gr

es
s 

re
co

m
m

en
da

ti
on

s 
to

 t
ra

ns
it

io
n 

to
 a

n 
In

te
gr

at
ed

 D
em

an
d 

R
es

po
ns

iv
e 

Se
rv

ic
e.

92



Co
nc

lu
si

on
| D

em
an

d 
Re

sp
on

si
ve

 tr
an

si
t s

tu
dy

►
Th

e 
cu

rr
en

t s
ta

te
 a

ss
es

sm
en

t i
de

nt
ifi

ed
 fi

ve
 k

ey
 a

re
as

 o
f o

pp
or

tu
ni

ty
 fo

r 
im

pr
ov

em
en

t r
el

at
ed

 to
 s

er
vi

ce
 d

el
iv

er
y 

an
d 

op
er

at
io

ns
, c

ul
tu

re
 a

nd
co

lla
bo

ra
tio

n,
 te

ch
no

lo
gy

 a
nd

 a
na

ly
tic

s,
 e

xt
er

na
l c

om
m

un
ic

at
io

ns
 a

nd
 e

du
ca

tio
n,

 a
nd

 s
tr

at
eg

y 
an

d 
ke

y 
pa

rt
ne

rs
hi

ps
►

Th
es

e 
fin

di
ng

s 
co

up
le

d 
w

ith
 a

n 
an

al
ys

is
 o

f r
eg

io
na

l d
em

og
ra

ph
ic

s,
 c

ur
re

nt
 O

n 
D

em
an

d 
ri

de
rs

hi
p 

m
et

ri
cs

, a
nd

 e
qu

ity
 c

on
si

de
ra

tio
ns

he
lp

ed
 to

id
en

tif
y 

po
te

nt
ia

l c
us

to
m

er
 p

ai
n-

po
in

ts
 e

xp
er

ie
nc

ed
 b

y 
cu

rr
en

t c
us

to
m

er
s

►
In

fo
rm

ed
 b

y 
th

es
e 

in
si

gh
ts

 a
nd

 a
 re

vi
ew

 o
f D

em
an

d 
Re

sp
on

si
ve

 s
er

vi
ce

 a
pp

ro
ac

he
s 

in
 p

ra
ct

ic
e 

at
 c

om
pa

ra
to

r 
tr

an
si

t a
ge

nc
ie

s,
 fu

tu
re

 s
ta

te
re

co
m

m
en

da
tio

ns
, a

ct
io

ns
 a

nd
 a

 s
er

vi
ce

 d
el

iv
er

y 
m

od
el

 w
as

 d
ev

el
op

ed
 b

as
ed

 o
n 

a 
se

t o
f p

ri
nc

ip
le

s 
th

at
 p

ri
or

iti
ze

d 
cu

st
om

er
-c

en
tr

ic
ity

, e
qu

ita
bl

e
ac

ce
ss

 to
 s

er
vi

ce
, a

nd
 o

ve
ra

ll 
st

ra
te

gi
c 

al
ig

nm
en

t t
o 

D
RT

 a
nd

 D
ur

ha
m

 R
eg

io
n 

go
al

s
►

In
 a

pp
ly

in
g 

a 
cu

st
om

er
 le

ns
 to

 th
e 

re
co

m
m

en
da

tio
ns

, t
he

 fu
tu

re
 s

ta
te

 s
er

vi
ce

 d
el

iv
er

y 
m

od
el

 is
 e

xp
ec

te
d 

to
 p

ro
vi

de
 fo

r 
an

 im
pr

ov
ed

 c
us

to
m

er
ex

pe
ri

en
ce

 b
as

ed
 o

n 
an

 a
na

ly
si

s 
of

 h
ow

 v
ar

io
us

 c
us

to
m

er
 jo

ur
ne

ys
 w

ou
ld

 b
e 

im
pa

ct
ed

►
Fu

rt
he

rm
or

e,
 fu

tu
re

 s
ta

te
 re

co
m

m
en

da
tio

ns
 w

er
e 

re
vi

ew
ed

 fo
r 

A
O

DA
 c

om
pl

ia
nc

e 
an

d 
al

ig
nm

en
t w

ith
 D

ur
ha

m
 R

eg
io

n’
s 

A
cc

es
si

bi
lit

y 
Po

lic
y 

an
d

th
e 

m
ul

ti-
ye

ar
 A

cc
es

si
bi

lit
y 

Pl
an

. T
hi

s 
re

vi
ew

 c
on

fir
m

ed
 th

at
 D

RT
’s

 p
ra

ct
ic

es
 re

la
te

d 
to

 th
e 

ap
pl

ic
at

io
n 

of
 e

lig
ib

ili
ty

 c
at

eg
or

ie
s/

gu
id

el
in

es
, t

ri
p

bo
ok

in
g,

 u
se

 o
f a

ll 
ve

hi
cl

es
 in

 p
ro

vi
di

ng
 o

ri
gi

n 
to

 d
es

tin
at

io
n 

se
rv

ic
es

, a
nd

 m
an

da
to

ry
 u

se
 o

f a
tt

en
da

nt
s 

(s
up

po
rt

 p
er

so
ns

) w
he

n
cu

st
om

er
s 

ar
e

un
ab

le
 to

 u
se

 s
er

vi
ce

 in
de

pe
nd

en
tly

 a
re

 c
om

pl
ia

nt
 w

ith
 th

e 
A

ct
. L

oo
ki

ng
 fo

rw
ar

d,
 th

e 
ne

w
 fu

tu
re

 s
ta

te
 m

od
el

 s
ho

ul
d 

be
 re

vi
ew

ed
 re

gu
la

rl
y 

as
se

rv
ic

e 
gr

ow
s 

an
d 

cu
st

om
er

 n
ee

ds
 e

vo
lv

e.
►

To
 p

ro
vi

de
 a

n 
ad

di
tio

na
l l

ev
el

 o
f a

na
ly

si
s,

 fu
tu

re
 s

ta
te

 re
co

m
m

en
da

tio
ns

 w
er

e 
cl

os
el

y 
ex

am
in

ed
 fr

om
 to

 id
en

tif
y 

a 
lis

t o
f p

ot
en

tia
l c

ha
ng

e 
im

pa
ct

s
to

 b
ot

h 
th

e 
or

ga
ni

za
tio

n 
an

d 
cu

st
om

er
s;

 w
he

re
 n

ot
ab

le
 im

pa
ct

s 
w

er
e 

id
en

tif
ie

d,
 a

 m
iti

ga
tio

n 
ap

pr
oa

ch
 a

nd
 a

ct
io

ns
 w

er
e 

do
cu

m
en

te
d

►
Th

e 
pr

op
os

ed
 fu

tu
re

 s
ta

te
 m

od
el

 w
as

 e
ff

ec
tiv

el
y 

te
st

ed
 a

nd
 re

fin
ed

 w
ith

 in
pu

t f
ro

m
 D

RT
 a

nd
 D

ur
ha

m
 R

eg
io

n 
st

af
f a

nd
 le

ad
er

sh
ip

, a
s 

w
el

l a
s

ev
al

ua
te

d 
ag

ai
ns

t a
 m

ul
ti-

ac
co

un
t f

ra
m

ew
or

k 
to

 d
et

er
m

in
e 

its
 b

en
ef

its
, i

m
pl

ic
at

io
ns

, a
nd

 v
ia

bi
lit

y,
 w

hi
ch

 p
re

se
nt

 a
 c

om
pe

lli
ng

 c
as

e 
fo

r 
D

RT
 to

pr
oc

ee
d 

w
ith

 im
pl

em
en

tin
g 

an
 in

te
gr

at
ed

 D
em

an
d 

Re
sp

on
si

ve
 s

er
vi

ce
 a

nd
 c

on
si

de
r 

th
e 

ou
tp

ut
s 

of
 fi

na
nc

ia
l m

od
el

lin
g

►
Fi

na
lly

, a
 ro

ad
m

ap
 o

f s
eq

ue
nc

ed
 im

pl
em

en
ta

tio
n 

ac
tiv

iti
es

 h
as

 b
ee

n 
de

ve
lo

pe
d 

to
 p

ro
vi

de
d 

gu
id

an
ce

 o
n 

ho
w

 re
co

m
m

en
da

tio
ns

 c
an

 b
e 

ta
ct

ic
al

ly
ac

tio
ne

d,
 w

ha
t t

he
 k

ey
 m

ile
st

on
es

 in
 th

at
 ro

ad
m

ap
 a

re
, a

nd
 d

ep
en

de
nc

ie
s 

th
at

 w
ill

 in
fo

rm
 th

ei
r 

tim
in

g

Se
pt

em
be

r 
20

21
D

R
T 

D
em

an
d 

R
es

po
ns

iv
e 

Tr
an

si
t 

St
ud

y
P

ag
e 

60

Th
e 

re
su

lt
s 

of
 t

hi
s 

st
ud

y 
co

nf
ir

m
 t

ha
t 

D
R

T 
sh

ou
ld

 m
ov

e 
fo

rw
ar

d 
w

it
h 

im
pl

em
en

ti
ng

 a
n 

A
O

DA
 c

om
pl

ia
nt

 in
te

gr
at

ed
 D

em
an

d 
R

es
po

ns
iv

e 
se

rv
ic

e 
th

at
 is

 m
or

e 
sp

on
ta

ne
ou

s,
 e

qu
it

ab
le

, r
el

ia
bl

e,
 a

nd
 c

us
to

m
er

-f
oc

us
ed

.

93



EY
|  

Bu
ild

in
g 

a 
be

tt
er

 w
or

ki
ng

 w
or

ld
 

EY
 e

xi
st

s 
to

 b
ui

ld
 a

 b
et

te
r 

w
or

ki
ng

 w
or

ld
, h

el
pi

ng
 t

o 
cr

ea
te

 lo
ng

-t
er

m
 v

al
ue

 
fo

r 
cl

ie
nt

s,
 p

eo
pl

e 
an

d 
so

ci
et

y 
an

d 
bu

ild
 t

ru
st

 in
 t

he
 c

ap
it

al
 m

ar
ke

ts
. 

En
ab

le
d 

by
 d

at
a 

an
d 

te
ch

no
lo

gy
, d

iv
er

se
 E

Y
 t

ea
m

s 
in

 o
ve

r 
15

0
co

un
tr

ie
s 

pr
ov

id
e 

tr
us

t 
th

ro
ug

h 
as

su
ra

nc
e 

an
d 

he
lp

 c
lie

nt
s 

gr
ow

, t
ra

ns
fo

rm
 a

nd
 

op
er

at
e.

 

W
or

ki
ng

 a
cr

os
s 

as
su

ra
nc

e,
 c

on
su

lt
in

g,
 la

w
, s

tr
at

eg
y,

 t
ax

 a
nd

 t
ra

ns
ac

ti
on

s,
 

EY
 t

ea
m

s 
as

k 
be

tt
er

 q
ue

st
io

ns
 t

o 
fin

d 
ne

w
 a

ns
w

er
s 

fo
r 

th
e 

co
m

pl
ex

 is
su

es
 

fa
ci

ng
 o

ur
 w

or
ld

 t
od

ay
.

EY
 r

ef
er

s 
to

 th
e 

gl
ob

al
 o

rg
an

iz
at

io
n,

 a
nd

 m
ay

 r
ef

er
 to

 o
ne

 o
r 

m
or

e,
 o

f t
he

 
m

em
be

r 
fir

m
s 

of
 E

rn
st

 &
 Y

ou
ng

 G
lo

ba
l L

im
ite

d,
 e

ac
h 

of
 w

hi
ch

 is
 a

 s
ep

ar
at

e 
le

ga
l 

en
tit

y.
 E

rn
st

 &
 Y

ou
ng

 G
lo

ba
l L

im
ite

d,
 a

 U
K 

co
m

pa
ny

 li
m

ite
d 

by
 g

ua
ra

nt
ee

, d
oe

s 
no

t p
ro

vi
de

 s
er

vi
ce

s 
to

 c
lie

nt
s.

 In
fo

rm
at

io
n 

ab
ou

t h
ow

 E
Y

 c
ol

le
ct

s 
an

d 
us

es
 

pe
rs

on
al

 d
at

a 
an

d 
a 

de
sc

ri
pt

io
n 

of
 th

e 
ri

gh
ts

 in
di

vi
du

al
s 

ha
ve

 u
nd

er
 d

at
a 

pr
ot

ec
tio

n 
le

gi
sl

at
io

n 
ar

e 
av

ai
la

bl
e 

vi
a 

ey
.c

om
/p

ri
va

cy
. E

Y
 m

em
be

r 
fir

m
s 

do
 n

ot
 

pr
ac

tic
e 

la
w

 w
he

re
 p

ro
hi

bi
te

d 
by

 lo
ca

l l
aw

s.
 F

or
 m

or
e 

in
fo

rm
at

io
n 

ab
ou

t o
ur

 
or

ga
ni

za
tio

n,
 p

le
as

e 
vi

si
t e

y.
co

m
.

©
 2

02
1 

Er
ns

t &
 Y

ou
ng

 L
LP

. A
ll 

R
ig

ht
s 

R
es

er
ve

d.
A

 m
em

be
r 

fir
m

 o
f E

rn
st

 &
 Y

ou
ng

 G
lo

ba
l L

im
ite

d.

Jo
b 

N
o.

 E
SS

 
ED

 M
M

Y
Y

Th
is

 p
ub

lic
at

io
n 

co
nt

ai
ns

 in
fo

rm
at

io
n 

in
 s

um
m

ar
y 

fo
rm

, c
ur

re
nt

 a
s 

of
 th

e 
da

te
 o

f p
ub

lic
at

io
n,

 a
nd

is
 

in
te

nd
ed

 fo
r 

ge
ne

ra
l g

ui
da

nc
e 

on
ly

. I
t s

ho
ul

d 
no

t b
e 

re
ga

rd
ed

 a
s 

co
m

pr
eh

en
si

ve
 o

r 
a

su
bs

tit
ut

e 
fo

r 
pr

of
es

si
on

al
 a

dv
ic

e.
 B

ef
or

e 
ta

ki
ng

 a
ny

 p
ar

tic
ul

ar
 c

ou
rs

e 
of

 a
ct

io
n,

 c
on

ta
ct

 E
rn

st
&

Y
ou

ng
 o

r 
an

ot
he

r 
pr

of
es

si
on

al
 a

dv
is

or
 t

o 
di

sc
us

s 
th

es
e 

m
at

te
rs

 in
 th

e 
co

nt
ex

t o
f y

ou
r 

pa
rt

ic
ul

ar
 c

ir
cu

m
st

an
ce

s.
 W

e 
ac

ce
pt

 n
o 

re
sp

on
si

bi
lit

y 
fo

r 
an

y 
lo

ss
 o

r 
da

m
ag

e 
oc

ca
si

on
ed

 b
y 

yo
ur

re
lia

nc
e 

on
 in

fo
rm

at
io

n 
co

nt
ai

ne
d 

in
 th

is
 p

ub
lic

at
io

n.

ey
.c

om
/c

a

94



If this information is required in an accessible format, please contact 1-800-372-1102 ext. 3702 

The Regional Municipality of Durham 
Report 

To: Durham Region Transit Executive Committee 
From: General Manager, Durham Region Transit 
Report: #2021-DRT-26 
Date: October 6, 2021 

Subject: 

Social Equity in Transit Planning 

Recommendation: 

That the Transit Executive Committee recommends 

That this report be received for information. 

Report: 

1. Purpose

1.1 The purpose of this report is to inform the Transit Executive Committee (TEC) 
about the Social Equity Guidelines (Guidelines) adopted by Durham Region 
Transit (DRT) that will influence the design of transit services in Durham Region. 

2. Background

2.1 Social equity guidelines first appeared in Civil Rights Law in the United States in 
attempts to ensure that US Federal monies were not used to finance 
discrimination based on race, colour, or national origin. The guidelines later 
evolved to include issues such as fare discounts, infrastructure renewal and 
service management and development. 

2.2 Beginning in the 1970’s, social equity planning was advanced when planners in 
Cleveland, Ohio, opposed rapid transit expansion plans to middle and higher 
income communities on the basis that funding should be used to reduce fares 
and improve bus services in low income communities where residents relied on 
public transit and had less mobility options. 
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2.3 In the 1990’s, the formation of the Bus Riders Union (BRU) in Los Angeles, a 
civil rights social movement organization, made international news when the 
group took the Los Angeles County Metropolitan Transit Authority (Metro) to 
court, on the basis that Metro was spending a higher proportion of their budget 
on service to higher income, white communities, and spending less in minority, 
low-income neighbourhoods where public transit was a necessity. BRU and 
Metro settled out of court, with Metro agreeing to maintain fare discounts, buy 
new buses, reduce crowding on services, and create new bus services linking 
priority areas with job centres. 

2.4 Social equity in Canadian transit planning has only recently become a larger 
topic of discussion. The Toronto Transit Commission has drafted social equity 
guidelines that help guide service planning decisions, and Metrolinx and OC 
Transpo in Ottawa are reviewing social equity. Other transit agencies are 
expected to consider social equity policies as they become more prevalent in 
Canada. 

2.5 Throughout the COVID-19 pandemic, essential workers, businesses and 
institutions, and residents and families who don’t own a private automobile, 
continued to rely on public transit for travel to essential workplaces, medical 
appointments, and other essential services that were crucial to the entire 
Durham population. The pandemic reinforced to transit agencies and 
municipalities that it’s necessary to provide all residents with equitable access to 
reliable public transit, and that ridership alone should not be the primary 
determinant in planning and designing the public transit network. 

3. Previous Reports and Decisions 

3.1 #2016-DRT-03, DRT Servicing and Financing Study, Five Year Service Strategy 

In February 2016, TEC approved the implementation of the recommendations 
and strategy outlined in Report #2016-DRT-03. 

a. The strategies’ objective was to develop a transit system that was to be 
available, consistent, direct, frequent, and seamless, to provide Durham 
Region residents and visitors with an attractive alternative to the personal 
car. 
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3.2 #2020-DRT-12, Review of transit services in rural Durham 

In June 2020 TEC approved the implementation of the recommendations and 
strategy outlined in Report #2020-DRT-12. 

a. Adopt an advanced technology platform that will schedule and dispatch 
all demand response services (Specialized and On Demand), providing 
equitable booking and access to mobility for all customers. 

4. Social Equity at Durham Region Transit 

DRT’s service area is composed of diverse communities in both urban and rural 
settings. Current planning practices are consistent with industry norms and aim 
to maximize ridership and provide effective area coverage and service 
frequency, while balancing the priorities of Regional Council. As a result, some 
residents may experience unintended barriers to accessing transit and the 
transportation network. 

The DRT Social Equity Guideline (Guideline) will enhance DRT’s ability to 
respond to social equity barriers of residents and facilitate equitable access and 
travel on the transportation network, ensuring residents can access education, 
jobs, medical services, and other essential community services. 

4.1 Guideline Considerations 

The Guideline considers eleven equity priority groups, including two 
communities of focus, when assessing the impacts of changes to transit service 
(see Attachment #1): 

1. Indigenous people 
2. People from various ethnic and cultural communities 
3. Immigrants, refugees, and undocumented people 
4. Lone parent families 
5. Persons with disabilities 
6. Persons experiencing low income 
7. Age (Seniors, Youth, Children)
8. Gender
9. Second language and literacy barriers

Communities of Focus 
10. Priority neighborhoods
11. Rural Areas
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5. Social Equity Guideline in Transit Planning 

All Durham residents have access to DRT services from early morning to late 
evening. Scheduled service operates at frequencies from 10 to 90 minutes 
depending the route, time of day, and day of week. On Demand frequency, or 
the wait time, is up to 15 minutes within the urban area, and 45 minutes in rural 
areas.  The combination of availability and frequency or wait time contribute to 
flexible trip making to access destinations across the Region. 

5.1 Ridership Minimums in priority neighbourhoods 

• Ridership productivity on a route influences the span and levels of 
service. 

• The Guideline applies a factor of 1.5 to the route minimum average 
boardings for a route operating within Priority Neighbourhoods. 

• The resulting impact will accelerate the deployment of scheduled route 
services and increase service frequencies during busier times. 

5.2 Enhanced Communication: 
Timely and meaningful information regarding upcoming changes to transit 
service updates is key for customers to understand how the changes may 
change their mobility options. Enhanced communication will be 
implemented across the network, priority neighbourhoods and locations 
such as retirement residences, hospitals, community centres, medical 
centres, and transfer points. 

5.3 Infrastructure 

The network of bus stops, hubs, terminals, and stations support convenient 
and accessible customer travel. 

Transit shelters at bus stop 

• A shelter is generally installed or placed on the priority shelter 
list when there are more than 20 daily boarding’s at a bus stop. 
A factor of 1.5 will be applied to daily boardings at stops within 
in priority neighbourhoods. People in these areas may have 
reduced access to real-time bus information data resulting in 
longer wait times for buses, and there may be reduced 
customer mobility and there will be a benefit from a bench 
within in a shelter. For example, a bus stop with an average of 
14 daily boarding’s is not considered for a shelter. However, 
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within the priority neighbourhood areas applying the 1.5 factor 
results in a daily boarding count of 21, qualifying the stop for a 
shelter. 

• Transit shelters and benches will be installed proactively at 
locations of sensitive uses such as retirement residences, 
hospitals, community centres, medical centres, and transfer 
points. Shelters will be considered at these stops, regardless 
of actual boardings, because customers may be more 
vulnerable to weather events based on their abilities or 
medical conditions. 

Real-time information displays 

• DRT will research and pilot cost effective real-time information 
displays at transit stops, hubs and terminals and develop a 
framework to manage appropriate deployments at stations, 
terminals, and hubs. 

• Design considerations for washrooms will include gender 
neutral facilities, and spaces for infant changing and/or 
nursing. 

• DRT will explore wi-fi systems to enable customer access to 
trip planning, information, and real-time departures through 
mobile devices, electronic customer kiosks, and customer 
information lines. 

• Explore opportunities to provide enhanced wayfinding 
information, including accessible formats. 

Service proximity 

DRT will collaborate with regional and municipal partners to 
influence the removal of physical barriers impeding access to transit 
services in neighbourhoods by: 
• Identifying gaps in the sidewalk network connecting transit 

stops, hubs, terminals, and stations. 
• Develop opportunities for additional protected road crossings. 
• Identify opportunities to increase proximity of new and existing 

neighbourhoods to transit stops through new multi-use 
pathways. 

• DRT will work with our regional and municipal partners to 
ensure transit service can support the regeneration of 
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employment areas. Transit service and transportation 
infrastructure support workers to travel to and from jobs, 
meeting the needs of current and prospective employees and 
supporting area redevelopment plans. 

5.4 Reporting 

As part of the annual business plan, DRT will report on social equity 
initiatives. 

6. Public Engagement 

6.1 Stakeholder Meetings  

DRT presented the social equity guidelines to all 8 local accessibility 
committees and the Regional Accessibility Committee, the Age Friendly 
Durham Committee, and the Age Friendly Ajax Committee. 

Feedback from these Committees was positive, with no objections or concerns 
with the guideline. 

6.2 Public Information Centres (PIC) 

A virtual PIC was conducted throughout March 2021 with virtual meetings on 
March 23 and March 25, to enable residents to engage with staff and discuss 
the draft social equity guideline. 

The PIC website received 558 visitors, of which 27 downloaded and viewed the 
Social Equity information. Three comments were submitted by visitors. 
However, these comments were related to specific service planning issues, 
and not Social Equity. 

Fourteen people attended the live PIC discussion events. Staff received one 
comment, which highlighted the importance of ensuring transit service 
supports shift workers. 

7. Relationship to Strategic Plan 

7.1 This report aligns with/addresses the following strategic goals and priorities in 
the Durham Region Strategic Plan: 

a. Environmental Sustainability 
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• Expand sustainable and active transportation  

b. Community Vitality 

• Revitalize existing neighbourhoods and build complete communities 
that are walkable, well connect, and have a mix of attainable housing  

c. Economic Prosperity 

• Position Durham Region as the location of choice for business 
• Enhance communication and transportation networks to better 

connect people and move goods more effectively 

d. Service Excellence 

• Optimize resources and partnerships to deliver exceptional quality 
services and value 

8. Conclusion 

8.1 The Social Equity Guideline will ensure DRT continues to consider the impacts of 
social equity barriers during the design planning of transit services in the Region. 

8.2 The Guideline will influence service design and delivery to enhance residents’ 
access to education, employment, shopping, and leisure travel. 

8.3 The Guideline fosters a proactive approach to mitigate barriers in the build 
environment to achieve equitable access to the transportation and transit 
network. 

8.4 For additional information, contact: Christopher Norris, Deputy General Manager 
Operations, 905-668-7711, extension 3752. 

9. Attachments 

Attachment #1: Social Equity Guidelines 
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Respectfully submitted, 

Original signed by 

Bill Holmes 
General Manager, DRT 

Recommended for Presentation to Committee 

Original signed by 

Elaine C. Baxter-Trahair 
Chief Administrative Officer 
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Introduction 
Equity is an important factor in public transit as planning decisions can significantly impact a 
resident’s ability to access opportunities in their community. Durham Region Transit (DRT) is 
taking the steps necessary to ensure our decision making is evidence informed and considers 
a social equity focussed approach to transit. 

As one of Ontario’s largest regional transit systems, DRT serves a diverse population living in 
urban and rural areas. The impacts of decisions made across the organization must be 
considered for the various group’s residents across our region. 

These social equity guidelines are intended to ensure that when planning and managing the 
transit system, residents have equitable access to transit services. 

Importance of Equity in Transit Planning 
Transit can be viewed as a "gateway" service that either breaks down or reinforces factors that 
lead to a healthy and high-quality way of life. Transit planning decisions have the potential to 
deepen, create, or alleviate inequities that already exist within our communities. 
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Equity in service planning considers how services and resources are distributed, ensuring 
everyone in the community has access to transit, including those that rely on it the most. Social 
equity considerations adopted as part of the transit planning processes will ensure that the 
benefits of a reliable and equitable transit network are accessible to the widest range of 
community members for generations to come. 

Transit planning obviously requires technical analysis, but it also requires an equity analysis 
where planners factor in sociodemographic realities. 

Transit Realities and Barriers 
DRT is committed to equitable transit investments and removing barriers for users across our 
Region. 

Below is a general overview of some of the realities and barriers faced by equity priority groups 
when accessing transit services: 

• Newcomers to Canada can find navigating the transit system challenging, especially for 
those with language barriers or facing settlement challenges such as isolation, 
unemployment, underemployment, and untreated trauma. 

• The number of seniors choosing to age in place is increasing. Over time, medical 
problems and aging can result in losing the ability to drive. As a result, seniors may be 
accessing transit for the first time in decades and are faced with navigating a form of 
travel they are not used to. 

• For many residents experiencing high rates of poverty, transit is their link to 
opportunity. They may have no or limited access to a vehicle and rely on transit as their 
primary means of transport. For this group, transit access means access to jobs, school, 
childcare, medical appointments, and recreational activities. 

• People that identify as 2SLGBTQ+ describe not feeling safe from discrimination and 
harassment. In addition, the design and location of transit facilities are often not 
inclusive of all genders. 

• Public transit can often be the primary travel mode for sole parent families with low 
incomes. These families are more likely to make “linked trips” which include a stop on 
the way to another destination such as daycare, work, shopping, and children’s 
extracurricular activities. 

• Persons with disabilities or limited mobility often face significant challenges when 
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snow and ice prevent them from getting to a bus stop to access public transit. Other 
issues include the lack of benches at bus stops where passengers can rest while 
waiting for transit, long distances to buses, and long waiting periods1. 

In addition, diverse residents in Durham’s underserved or rural neighbourhoods face unique 
challenges related to the overlapping disadvantages they experience because of their 
identities and where they live: 

• Residents experiencing low income in the Region’s seven priority neighbourhoods2 
are more likely to travel by transit to precarious employment with earlier and later start 
and end times than residents in other communities. 

• Youth in rural areas have been facing challenges with finding educational and work 
opportunities, resulting in many young residents commuting to larger communities or 
leaving rural areas altogether. 

• Many seniors in rural settings are also choosing to age in place. With more youth 
seeking opportunities outside of rural areas, these seniors may not have access to a 
ride with family or friends as was previously more common. 

• Rural businesses and farms rely on employees travelling into the rural area from 
neighbouring cities and towns. For many rural employees a car is simply not available, 
so the lack of transit options makes rural employment unfeasible. 

It is imperative that DRT staff factor in these and other transit realities when planning transit 
services and incorporate a multiplicity of perspectives. This awareness can help develop and 
deliver services that are responsive and relevant to clients and communities and, ultimately, 
address unintended barriers within our transit system. 

Incorporating an Equity Focus 
We tend to design our processes for people who appear similar to us, which allows many 
exclusionary practices to persist. Instead of “treating people the way that you’d like to be 
treated,” we should instead treat people the way they would like to be treated and avoid 
providing services based on our own preferences. This approach supports and respects the 
skills and experiences of diverse Durham residents. 

Equity priority groups are communities that have been historically disadvantaged and face 
barriers to full participation in Canadian society. These disadvantages have been created by 
attitudinal, historic, social and environmental barriers based on age, ethnicity, disability, 
economic status, gender, nationality, race, sexual orientation and transgender status, etc. 
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Equity Priority Groups 

There are several groups that that requiring additional consideration when planning DRT 
services: 

• Indigenous people 

• People from various ethnic and cultural communities 

• Immigrants, refugees, and undocumented people 

• Lone parent families 

• Persons with disabilities 

• Persons experiencing low income 

• Age (Seniors, Youth, Children) 

• Gender 

• Second language and literacy barriers 

In naming these equity priority groups; DRT acknowledges that these communities are not 
mutually exclusive. Individuals may self-identify as belonging to more than one group. 

Communities of Focus 
Priority Neighbourhoods 

The seven priority neighbourhoods identified by Durham Public Health are home to 
approximately 91,000 residents (15 per cent of Durham Region’s population) that require focus 
to build on health and well-being. These neighbourhoods rank poorly in terms of overall 
income, education levels, and employment. 

The seven priority neighbourhoods are: 

1. Downtown Ajax – Ajax 
2. Downtown Whitby – Whitby 
3. Downtown Oshawa – Oshawa 
4. Lakeview – Oshawa 
5. Gibb West Oshawa 
6. Central Park – Oshawa 
7. Beatrice North – Oshawa 
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Rural Areas 

Almost 85 per cent of Durham Region’s geography is rural, with the townships of Brock, 
Scugog and Uxbridge making up the majority of Durham’s rural area. Home to about 90,000 
residents and 25,000 jobs, the rural areas of Durham face unique challenges. 

Rural areas in Durham continue to change, and the following factors have been increasing 
contributing to mobility challenges. 

1. Opportunities for youth 

• Many rural areas have faced challenges with maintaining opportunities for 
young people resulting in many young residents commuting to larger 
communities for education and work opportunities or moving out of rural areas 
due to a lack of local work opportunities. 

• Public transit access is becoming more important as more youth delay 
obtaining drivers licences or don’t have access to a vehicle due to financial or 
medical reasons. 

Transit can provide access to educational and work opportunities either within 
a rural area or to neighbouring communities. The availability of transit assists 
youth living in rural areas to be able to work in their community. 

2. Aging in place 

• Many residents in rural areas are aging in place, increasing the number of 
residents that will be unable to drive due to medical or age-related reasons. 

• Older adults in rural areas may need to travel to specialized medical care in 
larger urban centres, and either cannot or do not want to drive into busy areas, 
such as the downtown Toronto Hospital Row. 

Transit can provide older adults with access to shopping, medical, and leisure 
services in their local community, or in neighbouring communities. Access to 
transit will help older adults age in place or within the communities that they 
call home. 

3. Non drivers 

For some residents in the rural areas, driving is not an option. 
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Transit can provide access to educational, medical, and work opportunities 
either within a rural area, or to neighbouring communities. Transit can increase 
independence, as these residents no longer need to rely on rides from family 
or friends. 

4. Rural businesses 

Many rural businesses and farms rely on employees travelling into the rural 
area from neighbouring urban areas. For many of these employees a car is not 
available. 

Transit provides the link between employees and employers, giving rural 
employers a larger labour pool to draw from, and the same access to labour as 
their urban counterparts. 

5. First Mile, Last Mile 

• Depending on travel needs within the Region, many customers face 
challenges accessing the transit network due to limited pedestrian networks, 
road conditions that favour fast moving vehicles, subdivision design, and 
gravel shoulders. 

• DRT will work with Municipal partners to address the accessibility challenges 
for the first mile, last mile accessible, including in rural areas. 

DRT’s Equity Checklist 

This section introduces a transit equity checklist for service planning. It is a series of 
considerations to guide us as we seek to understand how our decisions and actions either 
break down or reinforce barriers and inequities facing the groups identified above. It is not 
designed to be prescriptive, rather it is a prompt for important front-end considerations. 
Reviewing this checklist helps to think through and articulate how we’re integrating equitable 
and inclusive approaches into transit planning. 

People and Participation 

• When identifying the community groups that will benefit from or be impacted by a 
proposed initiative, have you asked, “who’s not here?” 

• Have you collaborated with community members and learned their needs? 
• Have you identified relevant performance metrics/indicators that address equity and the 

social wellbeing of the community? 
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Destinations, Routes, Vehicles and Stations 

• Does the proposed project increase access to essential goods and services and/or 
employment for equity priority groups? 

• Have you considered the social and political history of the area? 
• Have you considered physical and social safety issues and safety for all genders and 

abilities? 

DRT’s Social Equity Goals 
Listen and learn 

DRT will continue to engage and listen to identified equity priority groups to further understand 
needs and experiences to support an inclusive and equitable transit system. DRT currently 
engages with a variety of committees that represent the groups identified, such as the Age 
Friendly and local accessible committees. To further advance engagement, DRT staff will 
strive to engage, listen, and learn from relevant groups and organizations. 

Train and grow 

DRT will continue to seek training opportunities on social equity and inclusion to provide staff 
with the knowledge and tools to ensure equity planning is a standard practice within our daily 
operations. 

Deliver and set measurable goals 

Realistic and measurable goals will ensure DRT delivers on the commitment to social equity. 

Social Equity Initiatives 
DRT has established the following social equity initiatives to ensure all residents and visitors in 
Durham Region can rely on transit for their transportation needs. 

Service design guidelines 

DRT leverage a monitoring framework to establish the type of service delivered (demand 
response or scheduled routes), and that the service is sustainable and efficient. 

Ridership minimums in priority neighbourhoods 

The ridership productivity minimums influence the span and levels of service.  

The type of service and frequency planned for an area and shelter installations are based on 
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ridership and boardings. For example, a bus shelter is considered at a bus stop recording 20 
or more daily passenger boardings. In priority neighbourhoods, recorded boardings and 
ridership will be increased by 50 per cent to accelerate the deployment of bus shelters, moving 
from demand response to a scheduled service, and increases in service frequency during 
busier times of the day. For example, in a priority neighbourhood, a bus shelter will be 
considered at a bus stop recording 15 or more daily passenger boardings. 

The ridership productivity guidelines for rural service already reflects a lower minimum average 
boardings due to lower density and greater distances travelled. 

Supporting infrastructure 

Transit shelters 

DRT will install shelters near locations such as retirement residences, hospitals, community 
centres, medical centres and transfer stops. 

Stations, terminals, and hubs 

Social equity guidelines will influence amenities and design at terminals by ensuring that equity 
priority groups’ needs are met. 

Washroom designs will include gender neutral facilities and spaces for infant changing and 
nursing. 

New initiatives will be implemented to improve access to electronic trip planning, information, 
and real-time information by considering Wi-Fi access through mobile devices, electronic 
customer kiosks, real-time information displays and customer information lines. 

Wayfinding information will be improved and expanded, including the use of accessible 
formats. 

Service proximity 

A customer’s journey starts from their home, school, work, or other location, and getting to the 
transit stop, hub, terminal, or station. Travel experiences will be improved by removing barriers 
and reducing distances to bus stops and hubs. 

DRT will work with Regional and Municipal partners to identify, address, and remove barriers 
to accessing transit services in their neighbourhoods by: 

• Identifying gaps in the sidewalk network connecting transit stops, hubs, 
terminals, and stations. 
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• Developing opportunities for additional protected road crossings. 

• Identifying opportunities to increase proximity of new and existing 
neighbourhoods through new multi-use pathways. 

Public transit can be an important service to supporting and nurturing underperforming 
employment zones within the Region. DRT will work with Regional Planning and Economic 
Development to ensure that our services support the growth and regeneration of existing 
employment areas. 

Measuring progress 
DRT use a variety of measurement tools to evaluate effectiveness through an annual 
monitoring system. On an annual basis, DRT will evaluate Key Performance Indicators (KPI) to 
improve and enhance equitable transit within Durham Region. 

INIT system: The INIT system includes onboard technology and planning and reporting 
software. In addition, INIT contains automated passenger counting technology which can track 
DRT ridership and capture accurate data for reporting. This tool can help determine crowding 
levels and ridership levels within priority neighbourhoods. 

GIS data: Using Geographic Information Systems (GIS), DRT analyze data related to land 
use, transit boarding points, transit routes and demographics. GIS contains geoprocessing 
tools that perform buffer/distance analysis to determine travel times and walking distances to 
DRT boarding points. 

Statistics Canada census data: Statistics Canada provides information that supports DRT to 
better understand the population within Durham Region related to its economy, society, and 
culture. Data reflects average household income, education levels, population numbers, age, 
and employment status. 

Customer service call centre: Calls that generate feedback assist to determine areas for 
improvements. Each call related to boarding point relocation, safety concerns and route 
alignment is tracked and reviewed by staff including improvements implemented resulting from 
customer feedback. 

On an annual basis, DRT will report on improvements made to shelter placement, accessibility 
improvements and transit routes serving established neighbourhoods and On Demand 
availability improvements. 
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Conclusion 
Equitable, high-quality public transit will ensure Durham residents can increasing access 
employment, health care and healthy food, childcare, and recreational activities. The DRT 
transit system will continue to evolve to better reflect the needs and values of Durham’s 
diverse communities. 

Equity considerations are not tangential to the success of transit planning but central to the 
task connecting people and enhancing liveability for generations to come.

 
1 Ontario Human Rights Commission. (2002). Human Rights and Public Transit Services in 
Ontario. Consultation Report. P.14. Human Right and Public Transit Services in Ontario - 
Consultation Report

2 The seven Priority Neighbourhoods identified by Durham Region Health Department are 
communities that require focus to build health equity. They are: 1) Downtown Ajax – Ajax, 2) 
Downtown Whitby – Whitby, 3) Lakeview – Oshawa, 4) Gibb West – Oshawa, 5) Downtown 
Oshawa – Oshawa, 6) Central Park – Oshawa, 7) Beatrice North – Oshawa. Making Children 
the Priority: Early Childhood Development in Priority Neighbourhoods
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