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The race to vaccinate the MTA workforce continued last month with the opening of two
employee sites at Grand Central Terminal and Jamaica LIRR station. This is in addition to the
vaccination site at 130 Livingston St. that opened in February. MTA employees also continue to
receive COVID-19 vaccines at the state-run site at Jacob K. Javits Center. More than 21,000

MTA employees have been vaccinated to date; 30% of the MTA workforce.




New York City Transit and Bus Committee Meeting

2 Broadway, 20th Floor Boardroom
New York, NY 10004

Wednesday, 4/21/2021
10:00 AM - 5:00 PM ET

1. PUBLIC COMMENT PERIOD

2. SUMMARY OF ACTIONS
Summary of Actions - Page 4

3. APPROVAL OF MINUTES - March 17, 2021
Minutes - March 17, 2021 - Page 5

4. COMMITTEE WORK PLAN
April 2021 Work Plan - Page 6

5. PRESIDENT'S REPORT
a. Customer Service Report

i. Subway Report
Subway Report - Page 13

ii. NYCT, MTA Bus Report
Bus Report - Page 40

lii. Paratransit Report
Paratransit Report - Page 62

iv. Accessibility Update
Accessibility Update - Page 76

v. Strategy and Customer Experience Report
Strategy and Customer Experience Report - Page 77

b. Safety Report
Safety Report - Page 84

c. Crime Report
Crime Report - Page 89

d. NYCT, SIR, MTA Bus Financial & Ridership Reports
NYCT, SIR, MTA Bus Financial & Ridership Reports - Page 97

e. Capital Program Status Report
Capital Program Status Report - Page 146

6. PROCUREMENTS
a. Non-Competitive (none)



b. Competitive (none)
c. Ratifications (none)

d. C&D Procurement
C&D Procurement Package - Page 151

7. STANDARD FOLLOW UP REPORTS

a. Final Review of NYCT, SIR, MTA Bus 2020 Operating Results
NYCT, MTA Bus, and SIR 2020 Year-End Report Summary - Page 159

b. Customer Satisfaction Report, 1st Qtr, 2021
Customers Count and COVID Travel Survey Report, 1st Qtr, 2021 - Page 229

8. EXECUTIVE OFFICE CONTACT INFORMATION
Contact Page - Page 403



NYCT Committee
ACTIONS and PRESENTATIONS
SUMMARY for APRIL 2021

Responsible Department Vendor Name Total Amount Summary of action

Award of a competitively solicited personal service contract for project and
{C&D) Contracts Naik Consulting Group $26,665,060 consultant construction management services for the Midtown 42nd St.
Corridor Projects
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Minutes of Regular Meeting
Committee on Operations of the MTA New York City Transit Authority,
Manhattan and Bronx Surface Transit Operating Authority,
Staten Island Rapid Transit Operating Authority,
Construction and Development Company and Bus Company
March 17, 2021
Meeting Held At:
Metropolitan Transportation Authority
Two Broadway
New York, New York 10004
10:00 AM

Because of the ongoing COVID-19 public health crisis, the MTA Chairman
convened a one-day, virtual Board and Committee meeting session on March
17, 2021, which included the following committees:

e LongIsland Rail Road and Metro-North Railroad;
e New York City Transit;

e MTA Bridges and Tunnels;

e Finance;

e (Capital Program Oversight, and;

e Corporate Governance

To see a summary of the meeting and the actions taken by New York City Transit and Bus
Committee, please refer to the March 2021 Board minutes in the April 2021 Board Book
available here on the Board materials website:

https://new.mta.info/transparency/board-and-committee-meetings/April-2021.
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m Metropolitan Transportation Authority

2021 Proposed Transit & Bus Committee Work Plan

I. RECURRING AGENDA ITEMS

Approval of Minutes

NYCT Committee Work Plan

Operations Performance Summary Presentation
(including Financial/Ridership, Capital Program
Status, Crime & Safety)

Procurements

Service Changes (if any)

Tariff Changes (if any)

Capital Budget Modifications (if any)

Action Items (if any)

Il. SPECIFIC AGENDA ITEMS

April 2021
Final Review of NYCT 2020 Operating Results

Final Review of SIR 2020 Operating Results
Final Review of MTA Bus 2020 Operating Results
Quarterly Customer Satisfaction Report, 1st Qtr, 2021

May 2021
Transit Adjudication Bureau Report, 1st Qtr, 2021

Fare Evasion Report, 1st Qtr, 2021

June 2021
NYCT & MTA Bus EEO & Diversity Report, 1st Qtr, 2021

July 2021
Quarterly Customer Satisfaction Report, 2nd Qtr, 2021

August 2021
No Meetings Held

September 2021

Public comment/Committee Review of Budget

2021 NYCT Mid-Year Forecast Monthly Allocation
2021 SIR Mid-Year Forecast Monthly Allocation

2021 MTA Bus Mid-Year Forecast Monthly Allocation
2022 Preliminary NYCT Budget

2022 Preliminary SIR Budget

2022 Preliminary MTA Bus Budget

Transit Adjudication Bureau Report, 2nd Qtr, 2021
NYCT & MTA Bus EEO & Diversity Report, 2nd Qtr, 2021
Fare Evasion Report, 2nd Qtr, 2021

Responsibilit

Committee Chair & Members

Committee Chair & Members
NYCT President &
MTA Bus Co. President

Procurement & Supply Chain
Operations Planning
Management & Budget
Capital Planning & Budget
As Listed

Responsibilit

Management & Budget
Management & Budget
Management & Budget
Strategy & Customer Experience

Management & Budget
Management & Budget

EEO & Human Resources

Strategy & Customer Experience

Management & Budget
Management & Budget
Management & Budget
Management & Budget
Management & Budget
Management & Budget
Law

EEO & Human Resources
Management & Budget
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SPECIFIC AGENDA ITEMS (con’t)

October 2021

Public Comment/Committee Review of Budget
Quarterly Customer Satisfaction Report, 3rd Qtr 2021
2022 Preliminary NYCT Budget

2022 Preliminary SIR Budget

2022 Preliminary MTA Bus Budget

November 2021

Transit Adjudication Bureau Report, 3rd Qtr, 2021
Charter for Transit Committee

Fare Evasion Report, 3rd Qtr, 2021

December 2021

NYCT 2022 Adopted Budget/Financial Plan 2022-2025
SIR 2022 Adopted Budget/Financial Plan 2022-2025

MTA Bus 2022 Adopted Budget/Financial Plan 2022-2025
NYCT & MTA Bus EEO & Diversity Report, 3rd Qtr, 2021

January 2022
Approval of 2022 NYCT Committee Work Plan

Preliminary Review of NYCT 2021 Operating Results
Preliminary Review of SIR 2021 Operating Results
Preliminary Review of MTA Bus 2021 Operating Results

February 2022
NYCT Adopted Budget/Financial Plan 2022-2025

SIR Adopted Budget/Financial Plan 2022-2025

MTA Bus Adopted Budget/Financial Plan 2022-2025
ADA Compliance Report

Transit Adjudication Bureau Report, 4th Qtr, 2021

NYCT & MTA Bus EEO & Diversity Report, 2021 Yr End Rpt

Fare Evasion Report, 4th Qtr, 2021

March 2022
No Items

m Metropolitan Transportation Authority

Responsibilit

Strategy & Customer Experience
Management & Budget
Management & Budget
Management & Budget

Law
Corporate Compliance
Management & Budget

Management & Budget
Management & Budget
Management & Budget
EEO & Human Resources

Committee Chair & Members
Management & Budget
Management & Budget
Management & Budget

Management & Budget
Management & Budget
Management & Budget
Capital Program Management
Law

EEO & Human Resources
Management & Budget
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2021 Transit & Bus Committee Work Plan
Detail mm

. RECURRING

Approval of Minutes
An official record of proceedings which occurred during the previous month’s Committee meeting.

NYCT Work Plan
A monthly update of any edits and/or changes in the work plan.

Operations Performance Summary

Summary presentation on the performance of Subway Service, including a discussion on Safety,
Finance and Ridership and Capital Program Plan achievements.

Information includes discussion on key indicators such as Subway MDBF, On-Time Performance,
Subway accident rates; and Capital Plan awards, design starts and completions.

Procurements

List of procurement action items requiring Board approval and items for Committee and Board
information. The Non-Competitive items will be first, followed by the Competitive items and then
the Ratifications. The list will include items that need a 2/3 vote of the Board for approval.

Service Changes
Service proposals presented for Committee information and for Board approval, when required.
Proposals outline various subway service initiatives.

Tariff Changes
Proposals presented to the Board for approval of changes affecting NYCT fare policy structure.

Capital Budget Modifications
Proposals presented to the Board for approval of changes to NYCT’s 5-Year Capital Program.

Action ltems
Staff summary documents presented to the Board for approval of items affecting business
standards and practices.
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Il. SPECIFIC AGENDA ITEMS

APRIL 2021

Final Review of NYCT 2020 Operating Results
NYCT will review the prior year’'s budget results and their implications for current and
future budget performance will be presented to the Committee.

Final Review of SIR 2020 Operating Results
NYCT will review SIR’s prior year’s budget results and their implications for current and
future budget performance will be presented to the Committee.

Final Review of MTA Bus 2020 Operating Results
MTA Bus will review its prior year’s budget results and their implications for current
and future budget performance will be presented to the Committee.

Quarterly Customer Satisfaction Report, 15t Qtr 2021

Quarterly presentation of customer satisfaction ratings about NYCT's bus, subway,
and paratransit services. Report will identify trends from customer surveys results
about key indicators and attributes that define the customer experience.

MAY 2021

Transit Adjudication Bureau Report, 1%t Qtr, 2021
Quarterly report to the Committee on Transit Adjudication Bureau financial and
operating indicators including collection activities and data on revenue and expenses.

Fare Evasion report, 15 Qtr, 2021
Quarterly report to the Committee which provides estimated revenue lost to fare evasion
on subways and buses based on staff surveys of stations and routes.

JUNE 2021

EEO & Diversity Report, 15t Qtr, 2021

Quarterly report to the Committee providing data on key EEO and Human Resources
indicators relating to NYCT’s and MTA Bus’ Equal Employment Opportunity and
Diversity efforts.

JULY 2021

Quarterly Customer Satisfaction Report, 2" Qtr 2021

Quarterly presentation of customer satisfaction ratings about NYCT's bus, subway,
and paratransit services. Report will identify trends from customer surveys results
about key indicators and attributes that define the customer experience.

AUGUST 2021

No Meetings Held
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Il. SPECIFIC AGENDA ITEMS

SEPTEMBER 2021

2021 NYCT Mid-Year Forecast Monthly Allocation
NYCT will present a monthly allocation of its 2021 Mid-Year Forecast including
revenues/receipts, expenses/expenditures, ridership and positions to the Committee.

2021 SIR Mid-Year Forecast Monthly Allocation

NYCT will present a monthly allocation of SIR’s 2021 Mid-Year Forecast including
revenues/receipts, expenses/expenditures, ridership and positions to the
Committee.

2021 MTA Bus Mid-Year Forecast Monthly Allocation

MTA Bus will present its monthly allocation of MTA Bus’ 2021 Mid-Year Forecast
including revenues/receipts, expenses/expenditures, ridership and positions to the
Committee.

2022 NYCT Preliminary Budget
Public comments will be accepted on the 2022 Preliminary Budget.

2022 SIR Preliminary Budget
Public comments will be accepted on the 2022 Preliminary Budget.

2022 MTA Bus Preliminary Budget
Public comments will be accepted on the 2022 Preliminary Budget.

Transit Adjudication Bureau Report, 2™ Qtr, 2021
Quarterly report to the Committee on Transit Adjudication Bureau financial and
operating indicators including collection activities and data on revenue and expenses.

Fare Evasion report, 2" Qtr, 2021
Quarterly report to the Committee which provides estimated revenue lost to fare evasion
on subways and buses based on staff surveys of stations and routes.

EEO & Diversity Report, 2" Qtr, 2021

Quarterly report to the Committee providing data on key EEO and Human Resources
indicators relating to NYCT’s and MTA Bus’ Equal Employment Opportunity and
Diversity efforts.

OCTOBER 2021

2022 NYCT Preliminary Budget
Public comments will be accepted on the 2022 Preliminary Budget.

2022 SIR Preliminary Budget
Public comments will be accepted on the SIR 2022 Preliminary Budget.

2022 MTA Bus Preliminary Budget
Public comments will be accepted on the MTA Bus 2022 Preliminary Budget.

Customer Satisfaction Report, 3™ Qtr, 2021
Recurring presentation of customer satisfaction ratings about NYCT's bus, subway,
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Il. SPECIFIC AGENDA ITEMS

and paratransit services. Report will identify trends from customer surveys results
about key indicators and attributes that define the customer experience.

NOVEMBER 2021
Transit Adjudication Bureau Report, 3™ Qtr, 2021

Quarterly report to the Committee on Transit Adjudication Bureau financial and
operating indicators including collection activities and data on revenue and expenses.

Fare Evasion Report, 3™ Qtr, 2021
Quarterly report to the Committee which provides estimated revenue lost to fare evasion
on subways and buses based on staff surveys of stations and routes.

Charter for Transit Committee
Once annually, the NYC Transit Committee will be presented with the Committee
Charter and will be asked to formally adopt it for use.

DECEMBER 2021

NYCT 2022 Adopted Budget/Financial Plan 2022-2025

NYCT will present its revised 2022-2025 Financial Plan. This plan will reflect the 2021
Adopted Budget and an updated Financial Plan for 2022-2025 reflecting the out-year
impact of any changes incorporated into the 2021 Adopted Budget. The documents will
also include a monthly allocation of planned expenditures for 2021 by category.

SIR 2022 Adopted Budget/Financial Plan 2022-2025

SIR will present its revised 2022-2025 Financial Plan. This plan will reflect the 2021
Adopted Budget and an updated Financial Plan for 2021-2025 reflecting the out-year
impact of any changes incorporated into the 2021 Adopted Budget. The documents
will also include a monthly allocation of planned expenditures for 2021 by category.

MTA Bus 2021 Adopted Budget/Financial Plan 2022-2025

MTA Bus will present its revised 2022-2025 Financial Plan. This plan will reflect the
2021 Adopted Budget and an updated Financial Plan for 2022-2025 reflecting the out-
year impact of any changes incorporated into the 2022 Adopted Budget. The
documents will also include a monthly allocation of planned expenditures for 2021 by
category.

EEO & Diversity Report, 3 Qtr, 2021

Quarterly report to the Committee providing data on key EEO and Human Resources
indicators relating to NYCT’s and MTA Bus’ Equal Employment Opportunity and
Diversity efforts.

JANUARY 2022

Approval of Committee Work Plan
The Committee will be provided with the work plan for 2021 and will be asked to
approve its use for the year.

Preliminary Review of NYCT'’s 2021 Operating Results
NYCT will present a brief review of its 2021 Budget results.
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Il. SPECIFIC AGENDA ITEMS

Preliminary Review of SIR 2021 Operating Results
SIR will present a brief review of SIR’s 2021 Budget results.

Preliminary Review of MTA Bus 2021 Operating Results
MTA Bus will present a brief review of its 2021 Budget results.

FEBRUARY 2022

Adopted Budget/Financial Plan 2022-2025

NYCT will present its revised 2022-2025 Financial Plan. This plan will reflect the 2021
Adopted Budget and an updated Financial Plan for 2022-2025 reflecting the out-year
impact of any changes incorporated into the 2021 Adopted Budget. The documents
will also include a monthly allocation of planned expenditures for 2022 by category.

SIR Adopted Budget/Financial Plan 2022-2025

NYCT will present SIR’s revised 2022-2025 Financial Plan. This plan will reflect the
2021 Adopted Budget and an updated Financial Plan for 2022-2025 reflecting the out-
year impact of any changes incorporated into the 2021 Adopted Budget. The
documents will also include a monthly allocation of planned expenditures for 2022 by
category.

MTA Bus Adopted Budget/Financial Plan 2022-2025

MTA Bus will present its revised 2022-2025 Financial Plan. This plan will reflect the
2021 Adopted Budget and an updated Financial Plan for 2022-2025 reflecting the out-
year impact of any changes incorporated into the 2021 Adopted Budget. The
documents will also include a monthly allocation of planned expenditures for 2021 by
category.

ADA Compliance Report

The annual update to the NYCT Committee on the status of compliance with the
Americans with Disabilities Act (ADA) at New York City Transit. The report
summarizes activities for compliance including, rehabilitation of key stations and ADA
requirements in bus and subway transportation.

Transit Adjudication Bureau Report, 4" Qtr, 2021
Quarterly report to the Committee on Transit Adjudication Bureau financial and
operating indicators including collection activities and data on revenue and expenses.

EEQ & Diversity Report- 2021 Year-End Report

A detailed year-end 2021 report to the committee providing data on key EEO and
H uman Resources indicators relating to NYCT’s and MTA Bus’ Equal Employment
Opportunity and Diversity efforts.

Fare Evasion Report, 4th Qtr, 2021
Quarterly report to the Committee which provides estimated revenue lost to fare evasion
on subways and buses based on staff surveys of stations and routes.

MARCH 2022

No Items
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Customer Service Report: Subways m

Demetrius Crichlow, Acting Executive Vice President & Chief Operating Officer
David Santoro, Acting Executive Vice President, Strategy & Customer Environment

Subway ridership increased to a new pandemic-era high in March 2021, peaking at over 1.93
million on one weekday and reaching over 1 million on a Sunday for the first time in over a year.
Some of the largest percentage ridership increases occurred during the evening and expanded
late night hours.

Master Page # 13 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



April 2021 Highlights: Subways

March 2021 marked one year since the first confirmed case of COVID-19 in New York City.
Over the course of this most difficult of years, the Subways workforce has demonstrated that
they are our Heroes Moving Heroes, keeping New York moving through challenges and tragedy
in both their professional and personal lives. The entire workforce — from front-line train crews
and maintainers, to the support teams working behind the scenes — has adapted in ways we
never thought possible to keep delivering safe, clean, and reliable service.

Our commitment to safety and cleanliness involved unprecedented efforts to sanitize subway
cars and stations — efforts that continue today. Subway and Staten Island Railway cars have
been disinfected over 6.3 million times, ensuring every car used in customer service is treated
at least daily. Twice-daily disinfecting of touchpoints at every subway and SIR station has now
occurred over 365,000 times. Free disposable masks are available at all station booths, and we
remind everyone that their noses and mouths must be covered at all times while on public
transit. Hand sanitizer is also available in every station and markers in key station areas help
customers maintain distance when possible.

Subway performance continued to be strong in March 2021, with only 25 weekday major
incidents, on-time performance near 90%, and Customer Journey Time Performance over 86%.
Results are compared to March 2020 results before the pandemic-related emergency service
changes took effect. Although this month’s report is the last comparing pre- and post-pandemic
performance results, year-over-year comparisons for the next few months should be used
cautiously given the significant fluctuations in ridership and service levels early in the pandemic.

We are very pleased that ridership is increasing, indicating that customers are coming back to
offices, schools, and other central business locations. There were several new pandemic-era
ridership records this March, including the highest weekday, serving over 1.93 million
customers, and one Sunday exceeding 1 million riders for the first time in over a year. While
ridership increased during all times of day, some of the largest percentage increases were
during the evening hours, as riders took advantage of warmer weather, expanded hours for
some businesses, re-opened venues for sports and other events, and the later closing time for
the subway. Ridership during the expanded late night hours of 1-2 a.m. and 4-5 a.m., restored
in February, approached 13,000 per weeknight by the end of March, while ridership in the
adjacent hours stayed steady or increased.

We could not be more proud of the Subways team and their incredible efforts throughout the
pandemic and always. As we finally have some hope for the end of the pandemic, we want to
thank our customers who have continued riding with us and those who are returning. Itis a
privilege to serve the people of New York and we look forward to welcoming back even more
riders to the City as more destinations reopen or expand hours and capacity.

Demetrius Crichlow
Acting Executive Vice President and Chief Operating Officer

David Santoro
Acting Executive Vice President, Strategy & Customer Environment
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Subway Report (Weekday & Full Month)

Performance Indicator

Weekday Customer-Focused Metrics

Weekday Major Incidents (Chart 1)
Unplanned incidents delaying 50+ trains

Subway Report Performance Indicators
March 2021

-19.4%

12-Month Average

241

41.5

-41.9%

Weekday Service Delivered (Chart 3)
% of scheduled trains operated Weekday
rush hours (7-10a and 4-7p)

-1.6%

95.9%

96.6%

-0.7%

Additional Platform Time (h:mm:ss) (Chart 7)
Average added time spent waiting for trains, compared
with scheduled wait time

0:01:11

0:01:09

+0:00:02

0:01:11

0:01:11

0:00:00

Additional Train Time (h:mm:ss) (Chart 9)
Average additional unanticipated time spent onboard
train compared to scheduled travel time

-0:00:04

0:00:26

-0:00:30

-0:00:01

0:00:41

-0:00:41

Customer Journey Time Performance (Chart 11)
% of customers whose journeys are completed within
five minutes of schedule.

Mean Distance Between Failures (Chart 13)

86.4%

86.2%

+0.2%

85.9%

84.9%

Inputs to Operations

+1.0%

% of time escalators are operational systemwide

Revenue car miles divided by the number of incidents 161,404| 136,190 +18.5%| 151,093 130,926 +15.4%
attributed to car-related causes
Elevator Availability* (Chart 14)

96.7% 97.2% -0.5% 96.8% 96.2% +0.6%
% of time elevators are operational systemwide
Escalator Availability* (Chart 14)

90.3% 92.3% -2.0% 92.3% 89.7% +2.6%

Weekday Legacy Indicators

Weekday Wait Assessment (Chart 15) 74.0% 75.1% -1.1% 74.9% 75.2% -0.3%
Weekday Terminal On-Time Performance (Chart 17) 89.8% 86.4% +3.4% 89.4% 81.9% +7.5%
Weekday Trains Delayed (Chart 19) 18,778 16,664 +12.7%| 14,466 30,699 -52.9%

* Availability measures the percent of time that a unit is running and available for customer service. All service outages, regardless of cause,
count as downtime in the availability calculation. (Note: Units out of service for capital rehabilitation are excluded from the calculations.)

Metrics for the complete month of March 2020 could not be provided due to severe disruptions in subway ridership and service associated
with the Covid-19 pandemic. March 2020 data is based on March 1-13 for customer-focused metrics and March 1-22 for other metrics. Please

see the March 2020 Subway Report in the April 2020 Transit and Bus Committee meeting materials for more details.

Change values for time- and percentage-based metrics are calculated as absolute values. All other change values are calculated as
percentage changes.
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Subway Report (Weekend)

Performance Indicator

Weekend Customer-Focused Metrics
Weekend Major Incidents (Chart 2)

Subway Report Performance Indicators
March 2021

12-Month Average

(10a-6p)

V) (V)
Unplanned incidents delaying 50+ trains 2 2 0.0% 4.9 4.2 +16.7%
Weekend Service Delivered (Chart 5)
% of scheduled trains operated during Weekends 97.0% 97.5% -0.5% 95.9% 98.3% -2.4%

Weekend Legacy Indicators

Weekend Wait Assessment (Chart 16) 76.6% 81.4% -4.8% 78.7% 82.2% -3.5%
Weekend Terminal On-Time Performance (Chart 18) 89.1% 87.4% +1.7% 88.5% 84.1% +4.4%
Weekend Trains Delayed (Chart 20) 4,501 7,453 -39.6% 5,161 8,531 -39.5%

12-month averages include partial month averages for March and April 2020.

Subway Report (Staten Island Railway)

Performance Indicator

On-Time Performance

24 Hour On-Time Performance
% of scheduled trains arriving within six minutes of
their scheduled arrival time during a 24-hour period

97.6%

99.2%

Subway Report Performance Indicators
March 2021

-1.6%

12-Month Average

97.0%

95.9%

+1.1%

AM Rush On-Time Performance
% of scheduled trains arriving within six minutes of
their scheduled arrival time

98.6%

100.0%

-1.4%

97.6%

98.2%

-0.6%

PM Rush On-Time Performance
% of scheduled trains arriving within six minutes of
their scheduled arrival time

Percentage of Completed Trips

Mean Distance Between Failures

Mean Distance Between Failures
Revenue car miles divided by the number of incidents
attributed to car-related causes

93.6%

45,159

98.6%

50,799

-5.0%

-“11.1%

96.6%

42,122

93.9%

64,558

+2.7%

-34.8%

Staten Island Railway On-Time Performance excludes delays from trains purposely held for connecting passengers from the Staten Island

Ferry.
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Section 1: Customer-Focused Metrics

The metrics in this section measure subway performance as it affects our passengers. By
focusing on how many disruptive incidents have occurred in the subway, how closely actual
service matches schedules, and how much longer passengers must wait and ride compared
to schedules, these measures collectively reflect the customer experience.

Performance Indicator Definitions

Major Incidents (Weekday and Weekend)

An unplanned incident that delays 50 or more trains. Major incidents are separated into six
categories: Track, Signals, Persons on Trackbed/Police/Medical, Stations & Structures,
Subway Car and Other.

Service Delivered (Weekday and Weekend)

Measures NYCT’s ability to deliver the service that's scheduled. Service Delivered is
measured along the busiest part of the line, which reflects service across the entire line, and
is reported as the percentage of scheduled trains that are provided from 7 a.m. to 10 a.m.
and 4 p.m. to 7 p.m. on weekdays and from 10 a.m. to 6 p.m. on weekends.

Additional Platform Time (APT)

The estimated average extra time that customers spend waiting on the platform for a train,
compared with their scheduled wait time. This estimate is for each individual train a
customer uses in their journey (i.e., unlinked trip), not all trains in their journey combined.

Additional Train Time (ATT)

The estimated average extra time that customers spend onboard a train, compared to the
time they would have spent onboard a train if trains were running according to schedule.
This estimate is for each individual train a customer uses in their journey (i.e., unlinked trip),
not all trains in their journey combined.

Customer Journey Time Performance (CJTP)

The percentage of customer trips with total travel times within 5 minutes of the scheduled
time. It is equivalent to the percentage of customer trips with APT plus ATT of 5 minutes or
less. Like APT and ATT, CJTP is estimated for each individual train a customer uses in their
journey (i.e., unlinked trip), not all trains in their journey combined.

APT, ATT, and CJTP are measured using MetroCard/OMNY entry data, subway schedules
(including adjustments for planned work), and actual train arrival and departure times. These
metrics are considered to be in beta and are expected to be refined as data sources and
methodologies change, especially with the integration of new more precise train-tracking
technologies and the re-calibration of existing data sources. They are reported for trips
starting from 6 a.m. to 11 p.m. on weekdays. For more detail, see
http://dashboard.mta.info/Help
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Subway Weekday Major Incidents
(24 hours)

Desired trend l

100 -
90 A
80

= \onthly = == 12-Month Average
Monthly 12-Month Average
Categories Mar21 Mar20 % Change Mar21 Mar20 % Change
Track 6 1.8 6.5 -72.3%
Signals 5 8.0 14.1 -43.3%
Persons on Trackbed/Police/Medical 12 March 2020 7.1 10.3 -31.1%
Stations & Structures 0 Breakdown by 0.8 14 -42.9%
_ o,
Subway Car 0 Category is Not 1.5 37 59.5%
Other 2 . 4.9 5.5 -10.9%
Subdivision A 14 AR 17 194 38.7%
Subdivision B 11 12.4 22.5 -44.9%
Systemwide 25 31* -19.4% 241 41.5 -41.9%
Avg Incident Duration (h:mm:ss) 0:25:12  1:06:36 -62.2% 0:23:12  0:22:11 +4.5%
Avg Trains Delayed per Incident 96 122 -21.3% 114 108 +5.6%

Major Incidents Discussion

e March 2020 total major incidents were projected based on March 1-22, and the breakdown by

category is not available.

e There were 25 weekday major incidents in March 2021, very close to the 12-month average of

24 .1, which was a 41.9% reduction from the prior 12 months.

Note: 12-month category averages do not include the months of March and April 2020.

Chart 1
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Subway Weekend Major Incidents
(24 hours) Desired trend l
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Monthly 12-Month Average
Categories Mar 21 Mar21 Mar20 % Change
Track 0 0.2 0.3 -33.3%
Signals 1 1.2 0.7 +71.4%
Persons on Trackbed/Police/Medical 1 March 2020 2.0 1.1 +81.8%
Stations & Structure 0 Breakdown by 0.1 0.1 0.0%
o
Subway Car 0 Category is Not 0.2 0.2 0.0%
Other 0 . 1.2 1.9 -36.8%
Available

Subdivision A 1.7 1.8 -5.6%
Subdivision B 2 3.2 24 +33.3%
Systemwide 2 2* 0.0% 49 4.2 +16.7%
Avg Incident Duration (h:mm:ss) 0:25:48  0:26:00 -0.8% 0:21:24  0:25:35 -16.4%
Avg Trains Delayed per Incident 124 95 +30.5% 104 108 -3.7%

Major Incidents Discussion

e March 2020 total major incidents were projected based on March 1-22, and the breakdown by
category is not available.
e There were only 2 weekend major incidents in March 2021.

Note: 12-month category averages do not include the months of March and April 2020.

Chart 2
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Subway Weekday % Service Delivered

(Peak Hours)

Desired trend t
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Monthly 12-Month Average
Mar 21 Mar 20 Change Mar 21 Mar 20 Change
Subdivision A 94.8% 98.5% -3.7% 95.5% 96.5% -1.0%
Subdivision B 95.5% 95.7% -0.2% 96.1% 96.7% -0.6%
Systemwide 95.2% 96.8% -1.6% 95.9% 96.6% -0.7%

Weekday Service Delivered Discussion

e Service Delivered in March 2021 worsened by 1.6% compared to March 2020, and the 12-month

average worsened by 0.7%.

e The largest decreases in Service Delivered were on the 1 through 5 lines, due in part to major

incidents affecting these lines in March 2021.

Chart 3
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Subway Weekday % Service Delivered
Monthly
(Peak Hours)

Desired trend t

Line Mar 21 Mar 20 Change

1 95.0% 99.8% -4.8%

2 93.6% 98.8% -5.2%

3 95.0% 99.8% -4.8%

4 92.8% 98.2% -5.4%

5 92.3% 99.4% -7.1%

6 94.4% 95.1% -0.7%

7 96.2% 97.8% -1.6%

S 42nd 100.0% 99.0% +1.0%

Subdivision A 94.8% 98.5% -3.7%

A 91.8% 95.2% -3.4%

B 92.5% 96.5% -4.0%

C 95.8% 94.3% +1.5%

D 96.8% 97.3% -0.5%

E 97.8% 93.4% +4.4%

F 97.6% 96.2% +1.4%

S Fkin 100.0% 99.6% +0.4%

G 98.5% 97.6% +0.9%

S Rock 96.3% 98.5% -2.2%

Jz 96.9% 98.3% -1.4%

L 96.5% 95.8% +0.7%

M 94.8% 93.9% +0.9%

N 95.9% 95.0% +0.9%

Q 94.7% 96.8% -2.1%

R 95.7% 94.5% +1.2%

w 92.2% 91.6% +0.6%

Subdivision B 95.5% 95.7% -0.2%

Systemwide 95.2% 96.8% -1.6%
Chart 4
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Subway Weekend % Service Delivered

(10 a.m. to 6 p.m.) Desired trend t
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Monthly 12-Month Average
Mar21 Mar20 % Change Mar21 Mar20 % Change
Subdivision A 95.4% 97.0% -1.6% 94.7% 98.0% -3.3%
Subdivision B 98.1% 97.8% +0.3% 96.7% 98.4% -1.7%
Systemwide 97.0% 97.5% -0.5% 95.9% 98.3% -2.4%

Weekend Service Delivered Discussion

Service Delivered in March 2021 worsened by 0.5% compared to March 2020, and the 12-month
average worsened by 2.4%.

Chart 5
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Subway Weekend % Service Delivered

Monthly
(10 a.m. to 6 p.m.) Desired trend t
Line Mar 21 Mar 20 % Change

1 93.9% 96.4% -2.5%

2 96.6% 97.1% -0.5%

3 91.3% 99.0% -71.7%
4 95.1% 94.5% +0.6%

5 96.2% 97.1% -0.9%

6 92.1% 94.1% -2.0%

7 97.9% 99.2% -1.3%
S 42nd 100.0% 98.7% +1.3%
Subdivision A 95.4% 97.0% -1.6%
A 95.4% 96.0% -0.6%
C 95.5% 93.4% +2.1%
D 96.9% 96.1% +0.8%

E N/A 98.8% N/A

F N/A 98.0% N/A
S Fkin 100.0% 99.7% +0.3%
G 99.1% 98.9% +0.2%

S Rock N/A 100.0% N/A

J 98.1% 98.5% -0.4%

L 98.5% 100.4% -1.9%
M 99.7% 96.7% +3.0%
N 99.4% 96.3% +3.1%
Q 99.3% 99.3% +0.0%

R 99.4% 100.1% -0.7%
Subdivision B 98.1% 97.8% +0.3%
Systemwide 97.0% 97.5% -0.5%

Notes:
B and W lines do not operate on weekends.
The E, F and S Rock Shuttle were excluded from March 2021 due to planned service changes.

Chart 6
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Subway Weekday Average Additional Platform Time

Monthly (Trips Starting 6 a.m. - 11 p.m.)

Desired trend ‘

(h:mm:ss)
0:02:00
0:01:45
g 0:01:30
@
€ 0:01:15
€
< 0:01:00
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E 0:00:45
=
0:00:30
0:00:15
0:00:00 T
D SN S SN SN S SN S A A A
K G S N R A o & F & ¢
—@— Systemwide  e<<-Bkee Subdivision A e<<A-++ Subdivision B
Monthly 12-Month Average
Mar 21 Mar 20 Change Mar 21 Mar 20 Change
Subdivision A 0:01:08  0:00:54 +0:00:14 0:01:09  0:01:05 +0:00:04
Subdivision B 0:01:12 0:01:19 -0:00:07 0:01:13 0:01:15 -0:00:02
Systemwide 0:01:11  0:01:09 +0:00:02 0:01:11  0:01:11 +0:00:00

Additional Platform Time Discussion

e March 2021 APT was nearly unchanged (increased by 2 seconds) from March 2020, with an

increase on the A Division approximately offset by a decrease in the B Division

Note: This metric uses electronic data made available systemwide by the MTA's investments in new train tracking
technology and in more robust methods for determining how customers use the subway. It is likely that this measure will
be refined and enhanced as the MTA gains experience integrating the latest technology and information.

Chart7

Master Page # 24 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



Subway Weekday Average Additional Platform Time
Monthly (Trips Starting 6 a.m. - 11 p.m.)

(h:mm:ss) Desired trend l
Line Mar 21 Mar 20 Change
1 0:01:02 0:00:47 +0:00:15
2 0:01:24 0:01:03 +0:00:21
3 0:01:19 0:00:47 +0:00:32
4 0:01:11 0:00:59 +0:00:12
5 0:01:21 0:00:57 +0:00:24
6 0:01:05 0:00:58 +0:00:07
7 0:00:54 0:00:50 +0:00:04
S 42nd 0:00:30 0:00:29 +0:00:01
Subdivision A 0:01:08 0:00:54 +0:00:14
A 0:01:12 0:01:04 +0:00:08
B 0:01:35 0:01:23 +0:00:12
C 0:01:31 0:01:26 +0:00:05
D 0:01:23 0:01:18 +0:00:05
E 0:00:58 0:01:32 -0:00:34
F 0:00:49 0:01:10 -0:00:21
S Fkin 0:00:26 0:00:26 +0:00:00
G 0:00:59 0:01:23 -0:00:24
S Rock -0:00:04 0:00:36 -0:00:40
Jz 0:01:15 0:01:09 +0:00:06
L 0:00:45 0:01:37 -0:00:52
M 0:01:34 0:01:41 -0:00:07
N 0:01:16 0:01:15 +0:00:01
Q 0:01:18 0:01:13 +0:00:05
R 0:01:28 0:01:26 +0:00:02
w 0:00:58 0:00:51 +0:00:07
Subdivision B 0:01:12 0:01:19 -0:00:07
Systemwide 0:01:11 0:01:09 +0:00:02
Chart 8
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Subway Weekday Average Additional Train Time
Monthly (Trips Starting 6 a.m. - 11 p.m.)

Desired trend l

(h:mm:ss)
0:00:45
0:00:30
A
£ 0:00:15
€
< 0:00:00
[}
2
2
= -0:00:15
-0:00:30
N N N N N N N N N N N N
v v v v v v v v v v 2 2 v
@rb& ?Q @’b\\ 5\)0 5& ?gg %QQ Oc"\ éOA 000 5’0 <<® @rb&
—— Systemwide  ce+Asee Subdivision A «<<Be++ Subdivision B
Monthly 12-Month Average
Mar 21 Mar 20 Change Mar 21 Mar 20 Change
Subdivision A -0:00:09  0:00:14 -0:00:23 -0:00:08  0:00:28 -0:00:36
Subdivision B -0:00:00 0:00:34 -0:00:34 0:00:05 0:00:49 -0:00:45
Systemwide -0:00:04 0:00:26 -0:00:30 -0:00:01  0:00:41 -0:00:41

Additional Train Time Discussion

e March 2020 ATT was measured before the impact of the pandemic. The improvement in March 2021 was
due in part to shorter dwell times resulting from significantly lower ridership.

Note: This metric uses electronic data made available systemwide by the MTA's investments in new train tracking
technology and in more robust methods for determining how customers use the subway. It is likely that this measure will
be refined and enhanced as the MTA gains experience integrating the latest technology and information.

Chart 9
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Subway Weekday Average Additional Train Time

Monthly (Trips Starting 6 a.m. - 11 p.m.)

(h:mm:ss) Desired trend ‘
Line Mar 21 Mar 20 Change
1 0:00:06 0:00:21 -0:00:15
2 -0:00:30 0:00:05 -0:00:35
3 -0:00:27 -0:00:13 -0:00:14
4 -0:00:20 0:00:05 -0:00:25
5 -0:00:34 0:00:13 -0:00:47
6 0:00:12 0:00:24 -0:00:12
7 0:00:05 0:00:25 -0:00:20
S 42nd 0:00:08 0:00:11 -0:00:03
Subdivision A -0:00:09 0:00:14 -0:00:23
A -0:00:02 0:00:54 -0:00:56
B 0:00:28 0:01:06 -0:00:38
C -0:00:04 0:00:31 -0:00:35
D 0:00:18 0:01:02 -0:00:44
E -0:00:20 0:00:27 -0:00:47
F -0:00:35 0:00:04 -0:00:39
S Fkin 0:00:02 0:00:01 +0:00:01
G 0:00:28 0:01:05 -0:00:37
S Rock -0:00:28 -0:00:27 -0:00:01
Jz 0:00:23 0:00:45 -0:00:22
L -0:00:06 0:00:24 -0:00:30
M -0:00:05 0:00:13 -0:00:18
N 0:00:24 0:01:00 -0:00:36
Q 0:00:12 0:00:42 -0:00:30
R -0:00:16 -0:00:04 -0:00:12
W -0:00:08 0:00:24 -0:00:32
Subdivision B -0:00:00 0:00:34 -0:00:34
Systemwide -0:00:04 0:00:26 -0:00:30
Chart 10
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Subway Weekday Customer Journey Time Performance
Monthly (Trips Starting 6 a.m. - 11 p.m.) Desired trend t

100% -
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90%
85%
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70% T T T T T T T T T T T
& & be* N N \?99 R & %0\\ & & & &
—@— Systemwide  ¢e-As-- Subdivision A «--E--. Subdivision B
Monthly 12-Month Average
Mar 21 Mar 20 Change Mar 21 Mar 20 Change
Subdivision A 88.7% 89.8% -1.1% 88.4% 88.3% +0.1%
Subdivision B 84.9% 83.6% +1.3% 84.1% 82.5% +1.6%
Systemwide 86.4% 86.2% +0.2% 85.9% 84.9% +1.0%

Weekday Customer Journey Time Performance Discussion
e March 2021 CJTP improved by 0.2% compared to March 2020, and the 12-month average improved by

1.0%.

e In March 2021, every line had CJTP of at least 80% and six lines had CJTP over 90%.

Chart 11
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Subway Weekday Customer Journey Time Performance
Monthly
(Trips Starting 6 a.m. - 11 p.m.)

Desired trend t

Line Mar 21 Mar 20 Change

1 89.9% 91.4% -1.5%

2 86.6% 87.6% -1.0%

3 88.5% 92.1% -3.6%

4 86.4% 88.4% -2.0%

5 87.6% 87.5% +0.1%

6 89.5% 90.5% -1.0%

7 90.6% 89.1% +1.5%

S 42nd 96.8% 97.6% -0.8%

Subdivision A 88.7% 89.8% 1.1%

A 84.5% 83.0% +1.5%

B 80.0% 79.0% +1.0%

C 85.4% 84.1% +1.3%

D 80.9% 79.9% +1.0%

E 89.3% 85.6% +3.7%

F 85.9% 86.3% -0.4%

S Fkin 96.6% 97.0% -0.4%

G 86.1% 83.2% +2.9%

S Rock 94.3% 92.0% +2.3%

Jz 84.6% 83.7% +0.9%

L 94.4% 88.8% +5.6%

M 82.5% 82.1% +0.4%

N 82.6% 82.1% +0.5%

Q 82.0% 81.3% +0.7%

R 82.3% 82.7% -0.4%

W 90.1% 89.3% +0.8%

Subdivision B 84.9% 83.6% +1.3%

Systemwide 86.4% 86.2% 0.2%
Chart 12
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Section 2: Inputs to Operations

The metrics in this section address how NYCT provides service to its customers, by
measuring the reliability of key assets, reflecting the effectiveness of maintenance practices,
as well as age and condition. Historically, the only such measures that NYCT has provided
to the Transit Committee and to the public are car fleet and elevator and escalator
measures, defined below. NYCT is examining additional such measures to bring forward in
coming months.

Performance Indicator Definitions

Mean Distance Between Failures (MDBF)

Subway MDBF is a measure of car fleet reliability. It is calculated as revenue car miles
divided by the number of delay incidents attributed to car-related causes.

Elevator and Escalator Availability

The percent of time that elevators or escalators are operational system wide. Most elevators
and escalators in the subway are maintained by New York City Transit and are electronically
monitored 24-hours a day. Some elevators and escalators in the subway are owned and
maintained by outside parties; these are inspected by NYCT personnel multiple times daily.
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Subway Mean Distance Between Failures

Desired trend t
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=——@— \lonthly = = 12-month average
Monthly
# of Cars Mar '21 Mar '20 % Change
Subdivision A 2,890 226,615 211,409 +7.2%
Subdivision B 3,565 133,676 108,312 +23.4%
Systemwide 6,455 161,404 136,190 +18.5%
12-Month Average
Car Class # of Cars Mar '21 Mar '20 % Change
R32 0 29,460 N/A
R42 0 N/A
R46 748 59,590 59,762 -0.3%
R62 315 216,497 216,877 -0.2%
R62A 824 163,399 113,126 +44.4%
R68 425 111,167 73,998 +50.2%
R68A 200 64,806 88,604 -26.9%
R142 1,025 272,688 236,177 +15.5%
R142A 220 135,416 122,039 +11.0%
R143 212 168,125 153,859 +9.3%
R160 1,662 323,775 260,843 +24.1%
R179 318 115,532 150,583 -23.3%
R188 - New 126 329,456 363,886 -9.5%
R188 - Conversion 380 291,646 260,356 +12.0%
Subdivision A 2,890 211,451 171,632 +23.2%
Subdivision B 3,565 125,098 111,764 +11.9%
Systemwide 6,455 151,093 130,926 +15.4%
MDBF Discussion
e March 2021 MDBF was 161,404, an increase of 18.5% from one year ago.
e 12-month average MDBF was 151,093 in March 2021, an increase of 15.4% from one year ago.
e The largest improvements in MDBF (12-month average) were on the R68 and R62A fleets.
Chart 13
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Elevator and Escalator Availability

(24 Hours) Desired trend t
100%
95%
90%
85%
80(y0 T T T T T T T T T T T T
H oD S D S D S D S D D
R R I T I RPN
—&— Monthly Elevator Availability =g [\lonthly Escalator Availability
------ 12-Month Average Elevator Availability == == 12-Month Average Escalator Availability
Monthly 12-Month Average
Mar21 Mar20 % Change Mar21 Mar20 % Change
Elevator Availability 96.7% 97.2% -0.5% 96.8% 96.2% +0.6%
Escalator Availability 90.3% 92.3% -2.0% 92.3% 89.7% +2.6%

Elevator and Escalator Availability Discussion

Elevator availability decreased by 0.5% in March 2021 compared to March 2020.

Escalator availability decreased by 2% in March 2021 compared to March 2020.

Escalator performance in March 2021 was impacted by an inspection campaign that required some
machines to be temporarily removed from service.

Chart 14
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Section 3: Legacy Indicators

The metrics in this section have been shared with the public for many years. While less
reflective of the customer experience, they are included here for continuity purposes.

Performance Indicator Definitions

Wait Assessment (Weekday and Weekend)

Wait Assessment (WA) measures how regularly the trains are spaced at selected timepoints
on each line. To meet the standard, the headway (time between trains) can be no greater
than 25% more than the scheduled headway. Minor gaps are more than 25% to 50% over
the scheduled headway, medium gaps are more than 50% to 100% over the scheduled
headway, and major gaps are more than 100% over the scheduled headway, or missed
intervals. WA is reported from 6 a.m. to midnight.

Terminal On-Time Performance (Weekday and Weekend)

Terminal On-Time Performance is the percentage of scheduled trains arriving at the
terminal locations within five minutes of their scheduled arrival time during a 24-hour period.
An on-time train is defined as a train arriving at its destination terminal on time, early, or no
more than five minutes late, and that has not skipped any planned station stops.

Train Delays (Weekday and Weekend)
Train delays are the number of trains that arrived at terminal locations more than five
minutes late, or that have skipped any planned station stops during a 24-hour period.
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Subway Weekday Wait Assessment
(6 a.m. - midnight)

Desired trend t

Mar 21 Mar 20
Monthly 12 month | Monthly 12 month Monthly
Meets Monthly Gap Meets Meets Monthly Gap Meets Standard
m Standard Minor Medium Major Standard | Standard Minor Medium Major Standard Change
1 758% 85% 86% 71% | 81.0% | 82.6% 89% 54% 3.1% | 79.4% -6.8%
2 65.6% 11.1% 11.6% 11.7% | 67.7% | 71.9% 10.6% 9.6% 7.8% | 72.0% -6.3%
3 68.5% 12.3% 11.4% 78% | 71.8% | 77.2% 11.0% 7.6% 4.1% | 76.0% -8.7%
4 68.0% 10.7% 10.1% 11.2% | 69.9% | 729% 11.0% 88% 7.3% | 72.1% -4.9%
5 68.7% 10.3% 10.0% 11.0% | 69.3% | 724% 10.9% 8.7% 8.0% | 70.3% -3.7%
6 751% 98% 78% 73% | 77.0% | 76.4% 10.1% 7.6% 59% | 75.9% -1.3%
7 78.6% 10.7% 69% 38% | 77.2% | 77.8% 10.9% 7.4% 4.0% | 77.8% +0.8%
S 42nd 97.4% 11% 04% 1.0% | 941% | 97.0% 1.4% 0.7% 0.8% | 94.2% +0.4%
Subdivision A 72.0% 10.1% 92% 86% | 73.8% | 76.4% 102% 7.7% 57% | 75.3% -4.4%
A 67.5% 11.4% 109% 10.1% | 69.2% | 68.5% 11.2% 10.5% 9.8% | 69.5% -1.0%
B 71.2% 13.0% 97% 61% | 742% | 776% 108% 7.4% 4.2% | 75.4% -6.4%
C 78.2% 142% 59% 1.7% | 793% | 72.5% 128% 10.2% 4.5% | 76.2% +5.7%
D 73.9% 126% 88% 4.7% | 741% | 731% 121% 91% 5.8% | 73.8% +0.8%
E 74.0% 11.7% 85% 57% | 743% | 711.7% 11.0% 98% 7.4% | 72.4% +2.3%
F 748% 11.4% 89% 48% | 76.4% | 709% 10.7% 95% 8.9% | 71.6% +3.9%
S Fkin 98.9% 06% 01% 04% | 983% | 96.9% 1.7% 03% 1.0% | 98.3% +2.0%
G 80.9% 11.3% 59% 2.0% | 80.2% | 80.0% 11.5% 59% 2.6% | 80.0% +0.9%
S Rock 94.7% 26% 12% 16% | 954% | 96.0% 23% 0.8% 0.9% | 94.6% -1.3%
JZ 82.0% 10.4% 50% 26% | 821% | 80.2% 10.7% 59% 3.1% | 81.3% +1.8%
L 777% 113% 73% 3.7% | 79.0% | 75.0% 11.4% 8.0% 55% | 77.6% +2.7%
M 771% 109% 73% 4.7% | 77.3% | 746% 108% 86% 6.0% | 76.0% +2.5%
N 74.4% 11.7% 84% 56% | 723% | 711.9% 11.9% 92% 7.0% | 74.3% +2.5%
Q 74.7% 111% 83% 59% | 747% | 743% 11.5% 80% 6.2% | 75.8% +0.4%
R 75.0% 11.6% 86% 48% | 742% | 745% 109% 81% 6.4% | 74.3% +0.5%
W 76.3% 113% 71% 54% | 73.5% | 729% 11.9% 87% 6.6% | 76.1% +3.4%
SubdivisionB 75.6% 11.5% 8.0% 5.0% | 759% | 74.0% 11.1% 85% 6.4% | 75.1% +1.6%
Systemwide 74.0% 10.9% 8.6% 6.6% | 74.9% | 751% 10.7% 8.2% 6.1% | 75.2% -1.1%
Weekday Wait Assessment Discussion
e Wait Assessment for March 2021 worsened by 1.1% compared to March 2020.
Chart 15
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Subway Weekend Wait Assessment
(6 a.m. - midnight)

Mar 21 Mar 20 Desired trend t

Monthly 12 month | Monthly 12 month Monthly

Meets Monthly Gap Meets Meets Monthly Gap Meets Standard

m Standard Minor Medium Major Standard | Standard Minor Medium Major Standard Change
1 76.0% 80% 94% 6.6% | 821% | 87.9% 6.7% 3.7% 1.7% | 89.8% -11.9%
2 69.1% 13.9% 11.8% 53% | 709% | 771% 128% 7.3% 2.9% | 75.9% -8.0%
3 71.1% 11.4% 108% 6.7% | 782% | 86.7% 7.6% 3.9% 1.8% | 85.2% -15.6%
4 71.9% 128% 99% 54% | 723% | 75.3% 11.4% 88% 4.5% | 76.8% -3.4%
5 79.6% 84% 83% 3.7% | 80.8% | 83.4% 84% 6.1% 21% | 84.0% -3.8%
6 70.5% 13.6% 101% 57% | 76.0% | 77.4% 9.7% 85% 4.4% | 85.8% -6.9%
7 859% 87% 35% 1.8% | 825% | 86.3% 80% 3.7% 1.9% | 85.8% -0.4%

S 42nd 99.5% 03% 0.0% 02% | 949% | 97.2% 09% 09% 1.0% | 98.4% +2.3%

Subdivision A 74.6% 11.1% 92% 51% | 772% | 81.7% 93% 61% 2.9% | 83.0% -7.1%

A 70.0% 125% 10.1% 7.4% | 743% | 73.2% 120% 99% 4.8% | 75.7% -3.2%
C 724% 13.7% 101% 3.8% | 77.6% | 73.7% 15.0% 8.0% 3.3% | 80.5% -1.3%
D 731% 142% 88% 3.9% | 772% | 791% 123% 6.8% 1.8% | 80.6% -6.0%
E 86.7% 87% 35% 1.0% | 83.9% | 86.4% 88% 41% 0.7% | 86.1% +0.3%
F 65.6% 109% 71% 164% | 78.7% | 81.0% 113% 59% 1.8% | 80.1% | -15.4%
S Fkin 98.7% 11% 01% 01% | 98.6% | 98.9% 03% 03% 05% | 97.9% -0.2%
G 86.1% 88% 42% 09% | 864% | 86.0% 9.1% 3.6% 1.2% | 84.5% +0.1%
S Rock N/A 97.4% 19% 08% 0.0% | 95.4% N/A
J 80.3% 105% 56% 3.7% | 83.9% | 85.7% 88% 41% 1.4% | 87.0% -5.4%
L 84.0% 86% 44% 3.0% | 81.7% | 93.2% 51% 15% 0.1% | 89.2% -9.2%
M 90.8% 56% 21% 1.4% | 86.5% | 76.4% 11.4% 7.0% 52% | 782% | +14.4%
N 779% 121% 68% 31% | 751% | 76.4% 124% 73% 4.0% | 78.7% +1.5%
Q 81.0% 109% 58% 24% | 782% | 80.1% 101% 72% 2.7% | 81.0% +0.9%
R 82.0% 115% 51% 1.4% | 80.2% | 83.6% 10.1% 50% 1.3% | 80.8% -1.6%

Subdivision B 78.3% 11.0% 65% 43% | 79.8% | 81.2% 104% 59% 24% | 81.6% -2.9%

Systemwide 76.6% 11.0% 7.7% 4.6% | 78.7% | 81.4% 99% 6.0% 2.6% | 82.2% -4.8%

Weekend Wait Assessment Discussion

e Wait Assessment for March 2021 worsened by 4.8% compared to March 2020.
e The largest decreases were on the 1, 3, and F lines due to complex service changes for planned work in
March 2021.

Note: B and W lines do not operate on weekends; S Rockaway Shuttle did not operate on weekends in March 2021 due to
planned work.

Chart 16
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Subway Weekday Terminal On-Time Performance

Monthly
(24 hours) Desired trend t

Line Mar 21 Mar 20 Change
1 90.1% 92.1% -2.0%
2 80.4% 84.7% -4.3%
3 88.8% 92.1% -3.3%
4 85.9% 86.1% -0.2%
5 88.2% 86.8% +1.4%
6 88.7% 86.9% +1.8%
7 95.4% 93.0% +2.4%
S 42nd 99.7% 99.4% +0.3%
Subdivision A 90.6% 90.7% -0.1%
A 82.3% 75.8% +6.5%
B 83.0% 80.3% +2.7%

C 91.1% 81.0% +10.1%
D 86.0% 77.2% +8.8%
E 90.3% 85.1% +5.2%
F 83.6% 79.3% +4.3%
S Fkin 99.9% 99.4% +0.5%

G 90.9% 79.9% +11.0%
S Rock 97.6% 97.7% -0.1%
JZ 92.3% 87.0% +5.3%
L 94.9% 91.3% +3.6%
M 92.1% 88.1% +4.0%

NW 84.6% 70.5% +14.1%
Q 86.2% 83.4% +2.8%
R 89.7% 83.3% +6.4%
Subdivision B 89.3% 83.2% +6.1%
Systemwide 89.8% 86.4% +3.4%

Weekday Terminal On-Time Performance Discussion

e March weekday OTP improved by 3.4% compared to the prior year.
In March 2021, every line had OTP above 80% and eleven lines had OTP above 90%.

e March 2020 OTP was measured before the impact of the pandemic. A portion of the improvement in March
2021 was due in part to shorter dwell times resulting from significantly lower ridership.

Chart 17
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Subway Weekend Terminal On-Time Performance

Monthly
(24 hours) Desired trend t

Line Mar 21 Mar 20 Change
1 90.5% 94.8% -4.3%
2 68.1% 74.5% -6.4%

3 73.6% 84.9% -11.3%
4 85.7% 77.7% +8.0%
5 89.5% 94.3% -4.8%
6 86.7% 87.3% -0.6%
7 95.6% 88.2% +7.4%
S 42nd 100.0% 99.3% +0.7%
Subdivision A 87.3% 88.6% -1.3%
A 76.4% 72.8% +3.6%

C 81.2% 70.8% +10.4%
D 88.4% 85.4% +3.0%
E 98.1% 92.2% +5.9%
F 88.7% 83.0% +5.7%
S Fkin 100.0% 99.5% +0.5%
G 90.4% 88.0% +2.4%

S Rock N/A 98.5% N/A

J 88.3% 85.2% +3.1%
L 94.3% 99.4% -5.1%

M 96.9% 84.5% +12.4%

N 86.3% 72.4% +13.9%
Q 88.5% 87.8% +0.7%
R 95.0% 94.1% +0.9%
Subdivision B 90.3% 86.5% +3.8%
Systemwide 89.1% 87.4% +1.7%

Weekend Terminal On-Time Performance Discussion

e March weekend OTP improved by 1.7% compared to the prior year.

Note: B and W Lines do not operate on weekends.
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Subway Weekday Trains Delayed
Monthly - March 2021

(24 hours)
Delayed

Trains  Trains Per % of Delayed

Delay Cateqories Delayed Day (23) Trains
Track Failures and Emergency Remediation 1,137 49 6.0%
Rail and Roadbed 598 26 3.2%

Fire, Smoke, Debris 539 23 2.8%

Signal Failures and Emergency Remediation 2,070 90 11.0%
Subway Car 1,018 44 5.4%
Door-Related 291 13 1.6%
Propulsion 103 4 0.5%

Braking 214 9 1.1%

Other 410 18 2.2%
Stations and Structure 173 8 1.0%
Other Internal 5,097 222 27.2%
Service Delivery (e.g. crew performance) 4,710 205 251%

Train Brake Activation - cause unknown 182 8 1.0%

Other Internal Disruptions (e.g. IT system failure) 205 9 1.1%
External 4,115 179 21.9%
Public Conduct, Crime, Police Response 1,746 76 9.3%
Sick/Injured Customer 581 25 3.1%

Persons on Roadbed (including persons struck by train) 1,446 63 7.7%

External Debris on Roadbed (e.g., trees, shopping cart) 96 4 0.5%
Inclement Weather 55 2 0.2%

External Agency or Utility 191 8 1.0%
Operating Environment 1,821 79 9.7%
Planned Right-of-Way Work 3,347 146 17.9%
Total Trains Delayed 18,778 816 100%

Chart 19
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Subway Weekend Trains Delayed

Monthly - March 2021

(24 hours)

Delayed % of

Trains Trains Per Delayed

Delay Cateqories Delayed Day (7) Trains

Track Failures and Emergency Remediation 101 14 2.2%

Rail and Roadbed 85 12 1.9%

Fire, Smoke, Debris 16 2 0.4%

Signal Failures and Emergency Remediation 299 43 6.6%

Subway Car 164 23 3.6%

Door-Related 43 6 1.0%

Propulsion 9 1 0.2%

Braking 35 5 0.8%

Other 77 11 1.7%

Stations and Structure 37 5 0.8%

Other Internal 1,464 209 32.5%

Service Delivery (e.g. crew performance) 1,427 204 31.7%

Train Brake Activation - cause unknown 18 3 0.4%

Other Internal Disruptions (e.g. IT system failure) 19 3 0.4%

External 828 118 18.4%

Public Conduct, Crime, Police Response 528 75 11.7%

Sick/Injured Customer 119 17 2.6%

Persons on Roadbed (including persons struck by train) 142 20 3.2%

External Debris on Roadbed (e.g., trees, shopping cart) 7 1 0.2%

Inclement Weather 6 1 0.1%

External Agency or Utility 26 4 0.6%

Operating Environment 630 90 14.0%

Planned Right-of-Way Work 978 140 21.7%

Total Trains Delayed 4,501 643 100%
Chart 20
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Customer Service Report: Buses
Craig Cipriano, President, MTA Bus Company/
Senior Vice President, NYCT Department of Buses

- MTA New York City Transit
‘ Ridership

R 2,009,025
Q1,118,31 o

#TakeTheTrain ~.
#TakeTheBus

NYC Transit Interim President Sarah Feinberg, and President, MTA Bus Company/Senior Vice
President, NYCT Department of Buses Craig Cipriano, highlighted strong subway and bus
ridership this April. Bus customers are regularly taking over one million trips per day in recent
weeks. Our buses are cleaner than ever, we’re putting more information in our customer’s
hands through our capacity-tracking pilot on the app, and paying the fare is easier than ever
through our tap and go OMNY system — now available on all buses. We can’t wait to welcome
even more customers back to the system in the upcoming weeks. Come ride with us!
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April 2021 Highlights: Buses

April has been a strong month for Bus ridership, with customers regularly taking over 1 million
trips per day in recent weeks —half of our pre-COVID ridership levels. On April 8™, we served
over 1.167 million customers — the highest amount since the resumption of fare collection back
in September. As more customers return to our system, our transit heroes continue to provide
robust service to help carry the City forward through its recovery. Our fleet is cleaner than ever
and we’re putting more information in the hands of our customers through our capacity-tracking
pilot on the app. Paying the fare is easier than ever through our tap and go OMNY system,
which is now available systemwide.

We are also working hard to get our buses moving faster. Together with our partners at
NYCDOT we have significantly expanded transit signal priority and added more bus lane miles
during the pandemic than in years prior. These efforts deliver real results for riders and has
been demonstrated to bring them back to the bus system. In Flushing, the Main Street busway
launched in January of this year has helped increase speeds for thousands of customers by up
to 24% during the day and 31% during the afternoon peak. The key to an effective bus system
is well-enforced bus priority and earlier this month the City officially started issuing bus lane
violations on Main Street. So, to all the drivers out there: stay out of the bus lane!

We are also excited to bring these improvements to our customers on 1815t street in
Washington Heights later this month. The 181st Street Busway, which runs along five MTA bus
routes (Bx3, Bx11, Bx13, Bx35, and Bx36), will be launched on April 26, 2021. We are excited
about this new half-mile of busway, which will benefit over 66,000 daily riders and bring faster
and more reliable bus services to 181st Street between Broadway and Amsterdam Avenue in
Washington Heights, providing better connections to hospitals, urgent care centers, and high
concentrations of essential workers. The MTA continues to call for 60 miles of bus lanes and
busways citywide.

This month we are also celebrating Earth Day. The MTA remains committed to transitioning to
an all-electric bus fleet by 2040. Making a successful transition to AEBs will necessitate funding
and close collaboration with a wide range of stakeholders, including NYC, Con Edison, NYPA
and private industry. Success will require addressing challenges like vehicle range and battery
technology, energy efficiency, and the installation of bus charging infrastructure. To date, we
continue to lease 10 standard 40’ AEBs as part of a pilot and have purchased and taken
delivery 15 articulated 60’ AEBs — the first MTA-owned fleet of electric buses. We look forward
to awarding our first fleet of 45 standard AEBs by the end of the year, and we are greatly
encouraged by President Biden’s Infrastructure Plan, which includes billions for public transit
and a goal to transition to zero-emissions bus fleets nationwide.

This month, | am deeply saddened to announce the passing of three members of our Buses
family to COVID-19: Dennis Robinson (Bus Operator from Casey Stengel Depot), Michael
Chambers (Bus Operator from LaGuardia Depot), and Marie Wallace (Bus Operator from
Flatbush Depot). We are deeply grateful for their overall 36 years of dedicated public service,
and truly heartbroken at their untimely passing. We extend our deepest condolences to their
families.

Please always remember to wear a mask when you are riding with us. Even those who are
vaccinated will need to continue with the basic protective practices.

Craig Cipriano
President, MTA Bus Company/
Senior Vice President, NYCT Department of Buses
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Bus Report

Bus Report Performance Indicators
Current Month: March 2021 12-Month Average
Performance Indicator This Year | Last Year This Year | Last Year

Service Delivered (Chart 1) 95.2% 97.7% -2.5% 95.1% 97.3% -2.2%
Customer Additional Bus Stop Time (h:mm:ss) (Chart 3)* 0:01:36 0:01:37 -0:00:01 0:01:40 0:01:43| -0:00:03
Flazturis:: Additional Travel Time (h:mm:ss) (Chart 5)* -0:00:40 0:00:31| -0:01:11| -0:00:34 0:00:45| -0:01:19
Customer Journey Time Performance (Chart 7)* 80.8% 74.5% +6.3%| +79.9%| +72.5% +7.4%
Inputs To Mean Distance Between Failures (Chart 9) 8,552 9,480 -9.8% 8,084 7,959 +1.6%
Operations | ed (MPH) (Chart 11) 8.3 8.3 0.0% 8.4 80| +5.0%
Wait Assessment (Chart 13) 79.9% 81.2% -1.3% 79.7% 78.0% +1.7%
System MDBSI (Chart 16) 3,586 3,686 -2.7% 3,627 3,100 +17.0%
NYCT Bus 3,500 3,508 -0.2% 3,483 2,945 +18.3%
MTA Bus 3,882 4,384 -11.5% 4,159 3,735 +11.4%
System Trips Completed (Chart 17)* 96.2% 99.0% -2.8% 97.2% 99.3% -2.1%
NYCT Bus 96.3% 99.1% -2.8% 97.4% 99.3% -1.9%
MTA Bus 95.8% 98.7% -2.9% 96.6% 99.1% -2.5%
System AM Pull Out (Chart 18)* 96.0% 99.2% -3.2% 97.3% 99.7% -2.4%
NYCT Bus 96.1% 99.3% -3.2% 97.5% 99.8% -2.3%
In:?g:ti)yrs MTA Bus 96.0% 99.0% -3.0% 96.7% 99.5% -2.8%
System PM Pull Out (Chart 19)* 97.3% 99.4% -2.1% 98.0% 99.8% -1.8%
NYCT Bus 97.5% 99.5% -2.0% 98.2% 99.9% -1.7%
MTA Bus 96.5% 99.1% -2.6% 97.3% 99.5% -2.2%

System Buses>=12 years 20.0% 19.0%

NYCT Bus 9.0% 7.0%

MTA Bus 61.0% 61.0%

System Fleet Age 8.1 7.3

NYCT Bus 7.0 6.2

MTA Bus 11.9 111

System refers to the combined results of NYCT Bus and MTA Bus. Change values for time- and percentage-based metrics are calculated as absolute
values. All other change values are calculated as percentage changes.

*NOTE: Due to severe disruptions in bus ridership and service associated with the COVID-19 pandemic, this report includes the
following adjustments:
- 12-month averages for ABST, ATT, and CJTP metrics exclude April - August 2020
- 12-month averages for Trips Completed, AM Pull Out, and PM Pull Out metrics exclude April and May 2020
- March 2020 ABST, ATT, and CJTP averages are based on March 1 - 13, 2020
- March 2020 Service Delivered, Wait Assessment, Trips Completed, AM Pull Out, and PM Pull Out metrics are based on
March 1 - 20, 2020

Note: The metrics in this report are preliminary
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Section 1: Customer Focused Metrics

The metrics in this section measure bus performance as it affects our passengers. By
focusing on how closely actual service matches schedules and how much longer passengers
must wait and ride compared to schedules, these measures collectively reflect customer
experience.

Performance Indicator Definitions

Service Delivered

Service Delivered (sometimes referred to as throughput) measures our ability to deliver the
scheduled service. It is calculated as the percentage of scheduled bus trips that are actually
provided during peak hours (7-9am and 4-7pm on weekdays). Service Delivered is
measured at the peak load point, which is the stop on the route where the bus is most
crowded, using GPS tracking data from buses as well as bus depot operations records.

Additional Bus Stop Time (ABST)

Additional Bus Stop Time (ABST) is the estimated average extra time that customers wait at
a stop for a bus, compared with their scheduled wait time. The measure assumes customers
arrive at the bus stop at a uniform rate, except for routes with longer headways, where
customers arrive more closely aligned to the schedule. ABST (sometimes referred to as
Excess Wait Time) is a new indicator for the MTA, and is considered an industry best
practice worldwide. ABST is estimated using customers’ MetroCard swipes and OMNY taps
on buses combined with GPS tracking data from Bus Time. This indicator is likely to be
refined and enhanced over time as the MTA gains experience integrating the latest
technology. ABST is reported for trips starting between 4am to 11pm on weekdays.

Additional Travel Time (ATT)

Additional Travel Time (ATT) is the estimated average extra time customers are onboard the
bus compared to their scheduled onboard time. ATT (sometimes referred to as Excess In-
Vehicle Travel Time) is a new indicator for the MTA, and is considered an industry best
practice worldwide. ATT is estimated using customers’ MetroCard swipes and OMNY taps
on buses combined with GPS tracking data from Bus Time. This indicator is likely to be
refined and enhanced over time as the MTA gains experience integrating the latest
technology. ATT is reported for trips starting between 4am to 11pm on weekdays.

Customer Journey Time Performance (CJTP)

Customer Journey Time Performance (CJTP) estimates the percentage of customers who
complete their journey (ABST + ATT) within 5 minutes of the scheduled time. This is a new
indicator for the MTA, but is used by other transit agencies to measure service. CJTP is
measured using customers’ MetroCard swipes and OMNY taps on buses combined with
GPS tracking data from Bus Time. This indicator is likely to be refined and enhanced over
time as the MTA gains experience integrating the latest technology. CJTP is reported for
trips starting between 4am to 11pm on weekdays.

Note: The metrics in this report are preliminary
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Service Delivered
(Peak Hours)

Desired trend t
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Monthly 12-Month Average
Mar21 Mar 20 Change (Pts) Mar21 Mar 20 Change (Pts)
Bronx 96.2% 98.1% -1.9% 96.5% 97.5% -1.0%
Brooklyn 95.1% 97.8% 2.7% 95.3% 97.6% -2.3%
Manhattan 98.3% 98.1% +0.2% 96.7% 97.7% -1.0%
Queens 94.4% 97.5% -3.1% 94.0% 96.9% -2.9%
Staten Island 92.9% 97.1% -4.2% 93.8% 97.5% -3.7%
Systemwide 95.2% 97.7% -2.5% 95.1% 97.3% -2.2%

Service Delivered Discussion

e Service Delivered in March 2021 decreased by 2.5 percentage points to 95.2 percent compared to March 2020, and
decreased by 2.2 percentage points to 95.1 percent on a 12-month average basis.

Note: The metrics in this report are preliminary
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Service Delivered
Monthly
(Peak Hours)

Desired trend t

Borough Mar 21 Mar 20 Change (Pts)
Bronx 96.2% 98.1% -1.9%
Local/Limited 96.0% 97.5% -1.5%
Select Bus Service 95.1% 98.4% -3.3%
Express 98.4% 101.2% -2.8%
Brooklyn 95.1% 97.8% -2.7%
Local/Limited 94.8% 97.5% -2.7%
Select Bus Service 95.5% 98.3% -2.8%
Express 97.4% 99.9% -2.5%
Manhattan 98.3% 98.1% +0.2%
Local/Limited 98.1% 98.0% +0.1%
Select Bus Service 98.7% 98.2% +0.5%

Express N/A N/A N/A

Queens 94.4% 97.5% -3.1%
Local/Limited 94.2% 97.2% -3.0%
Select Bus Service 95.0% 98.3% -3.3%
Express 96.1% 99.2% -3.1%
Staten Island 92.9% 97.1% -4.2%
Local/Limited 94.5% 96.7% -2.2%
Select Bus Service 95.9% 100.7% -4.8%
Express 91.2% 97.2% -6.0%
Systemwide 95.2% 97.7% -2.5%
Local/Limited 95.1% 97.4% -2.3%
Select Bus Service 96.9% 98.4% -1.5%
Express 94.7% 98.8% -4.1%

Note: The metrics in this report are preliminary
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Additional Bus Stop Time
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Monthly 12-Month Average
Mar21 Mar 20 Change Mar21 Mar 20 Change
Bronx 0:01:33 0:01:50 -0:00:17 0:01:35 0:01:46 -0:00:11
Brooklyn 0:01:52  0:01:49 +0:00:03 0:01:58  0:01:53 +0:00:05
Manhattan 0:01:08 0:01:11 -0:00:03 0:01:12 0:01:22 -0:00:10
Queens 0:01:32 0:01:29 +0:00:03 0:01:36 0:01:41 -0:00:05
Staten Island 0:02:12  0:01:54 +0:00:18 0:02:15  0:02:00 +0:00:15
Systemwide 0:01:36  0:01:37 -0:00:01 0:01:40  0:01:43 -0:00:03

Additional Bus Stop Time Discussion

¢ Additional Bus Stop Time in March 2021 decreased by 1 seconds compared to March 2020, and decreased by 3
seconds on a 12-month average basis.

¢ Note that due to severe disruptions in ridership due to the Covid-19 pandemic, ABST was not available from April -
August 2020.

Note: The metrics in this report are preliminary
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Additional Bus Stop Time
(4a.m. -11 p.m.)

(h:mm:ss)
Desired trend l

Borough Mar 21 Mar 20 Change
Bronx 0:01:33 0:01:50 -0:00:17
Local/Limited 0:01:33 0:01:53 -0:00:20
Select Bus Service 0:01:23 0:01:25 -0:00:02
Express 0:02:48 0:02:01 +0:00:47
Brooklyn 0:01:52 0:01:49 +0:00:03
Local/Limited 0:01:53 0:01:50 +0:00:03
Select Bus Service 0:01:29 0:01:30 -0:00:01
Express 0:02:53 0:01:57 +0:00:56
Manhattan 0:01:08 0:01:11 -0:00:03
Local/Limited 0:01:14 0:01:18 -0:00:04
Select Bus Service 0:00:55 0:00:58 -0:00:03

Express N/A N/A N/A
Queens 0:01:32 0:01:29 +0:00:03
Local/Limited 0:01:33 0:01:32 +0:00:01
Select Bus Service 0:01:17 0:00:58 +0:00:19
Express 0:02:13 0:01:35 +0:00:38
Staten Island 0:02:12 0:01:54 +0:00:18
Local/Limited 0:02:24 0:02:16 +0:00:08
Select Bus Service 0:01:12 0:01:12 0:00:00
Express 0:01:54 0:01:09 +0:00:45
Systemwide 0:01:36 0:01:37 -0:00:01
Local/Limited 0:01:38 0:01:42 -0:00:04
Select Bus Service 0:01:11 0:01:08 +0:00:03
Express 0:02:20 0:01:31 +0:00:49

Note: The metrics in this report are preliminary
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Additional Travel Time
(4a.m. -11 p.m.)
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Monthly 12-Month Average
Mar21 Mar 20 Change Mar21 Mar 20 Change
Bronx -0:00:13  0:01:06 -0:01:19 -0:00:13  0:01:01 -0:01:14
Brooklyn -0:00:35  0:00:38 -0:01:13 -0:00:26  0:00:43 -0:01:09
Manhattan -0:00:57  0:00:02 -0:00:59 -0:00:48  0:00:24 -0:01:12
Queens -0:00:44  0:00:28 -0:01:12 -0:00:38  0:00:52 -0:01:30
Staten Island -0:02:11  -0:00:38 -0:01:33 -0:02:06  0:00:06 -0:02:12
Systemwide -0:00:40  0:00:31 -0:01:11 -0:00:34  0:00:45 -0:01:19

Additional Travel Time Discussion

¢ Additional Travel Time in March 2021 decreased by 1 minute and 11 seconds compared to March 2020, and
decreased by 1 minute and 19 seconds on a 12-month average basis.

¢ Note that due to severe disruptions in ridership due to the Covid-19 pandemic, ATT was not available from April -

August 2020.

Note: The metrics in this report are preliminary
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Additional Travel Time
Monthly (4 a.m. - 11 p.m.)

(h:mm:ss)
Desired trend l

Borough Mar 21 Mar 20 Change
Bronx -0:00:13 0:01:06 -0:01:19
Local/Limited -0:00:16 0:00:59 -0:01:15
Select Bus Service 0:00:25 0:01:17 -0:00:52
Express -0:01:04 0:04:36 -0:05:40
Brooklyn -0:00:35 0:00:38 -0:01:13
Local/Limited -0:00:35 0:00:36 -0:01:11
Select Bus Service -0:00:07 0:00:39 -0:00:46
Express -0:03:46 0:02:19 -0:06:05
Manhattan -0:00:57 0:00:02 -0:00:59
Local/Limited -0:00:56 0:00:04 -0:01:00
Select Bus Service -0:01:02 -0:00:01 -0:01:01

Express N/A N/A N/A
Queens -0:00:44 0:00:28 -0:01:12
Local/Limited -0:00:42 0:00:28 -0:01:10
Select Bus Service -0:00:35 0:00:00 -0:00:35
Express -0:03:23 0:02:48 -0:06:11
Staten Island -0:02:11 -0:00:38 -0:01:33
Local/Limited -0:01:16 0:00:20 -0:01:36
Select Bus Service -0:01:19 0:00:27 -0:01:46
Express -0:07:20 -0:03:48 -0:03:32
Systemwide -0:00:40 0:00:31 -0:01:11
Local/Limited -0:00:36 0:00:33 -0:01:09
Select Bus Service -0:00:31 0:00:20 -0:00:51
Express -0:04:26 -0:00:02 -0:04:24

Note: The metrics in this report are preliminary

Master Page # 49 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



Customer Journey Time Performance
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Monthly 12-Month Average
Mar21 Mar 20 Change (Pts) Mar21 Mar 20 Change (Pts)
Bronx 78.9% 70.2% +8.7% 78.7% 71.0% +7.7%
Brooklyn 77.6% 72.3% +5.3% 76.4% 71.4% +5.0%
Manhattan 85.9% 80.6% +5.3% 84.4% 77.3% +7.1%
Queens 82.6% 76.0% +6.6% 81.6% 72.3% +9.3%
Staten Island 82.4% 76.0% +6.4% 81.7% 71.0% +10.7%
Systemwide 80.8% 74.5% +6.3% 79.9% 72.5% +7.4%

Customer Journey Time Performance Discussion

® Customer Journey Time Performance in March 2021 increased by 6.3 percentage points to 80.8 percent compared to
March 2020, and increased by 7.4 percentage points to 79.9 percent on a 12-month average basis.

¢ Note that due to severe disruptions in ridership due to the Covid-19 pandemic, CJTP was not available from April -
August 2020.

Note: The metrics in this report are preliminary
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Customer Journey Time Performance

Monthly
Desired trend t
Borough Mar 21 Mar 20 Change (Pts)
Bronx 78.9% 70.2% +8.7%
Local/Limited 79.4% 70.8% +8.6%
Select Bus Service 75.1% 69.1% +6.0%
Express 68.5% 49.0% +19.5%
Brooklyn 77.6% 72.3% +5.3%
Local/Limited 77.6% 72.3% +5.3%
Select Bus Service 78.0% 74.2% +3.8%
Express 76.2% 60.2% +16.0%
Manhattan 85.9% 80.6% +5.3%
Local/Limited 84.7% 78.9% +5.8%
Select Bus Service 89.2% 84.3% +4.9%
Express N/A
Queens 82.6% 76.0% +6.6%
Local/Limited 83.0% 76.1% +6.9%
Select Bus Service 77.8% 78.9% -1.1%
Express 77.3% 57.4% +19.9%
Staten Island 82.4% 76.0% +6.4%
Local/Limited 81.7% 73.5% +8.2%
Select Bus Service 81.8% 76.8% +5.0%
Express 86.7% 83.0% +3.7%
Systemwide 80.8% 74.5% +6.3%
Local/Limited 80.7% 74.1% +6.6%
Select Bus Service 82.2% 78.8% +3.4%
Express 78.6% 68.3% +10.3%

Note: The metrics in this report are preliminary
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Section 2: Inputs to Operations

The metrics in this section address how NYCT provides service to its customers by
measuring the reliability of bus performance and the impact of bus speed on operations.

Performance Indicator Definitions

Mean Distance Between Failures (MDBF)

Mean Distance Between Failures (MDBF) reports how frequently mechanical problems such
as engine failures or electrical malfunctions cause delays. It is calculated by dividing the
number of miles buses run in service by the number of incidents due to mechanical
problems.

MDBF numbers include weekdays and weekends. This borough and trip-type combinations
(Chart 10) are reported as a 12-month average.

Bus Speeds

Bus speeds measure how quickly buses travel along their routes. The average end-to-end
speed is the total distance traveled along a route divided by the total time, using bus GPS
data.

Note: The metrics in this report are preliminary
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Mean Distance Between Failures

(24 Hours) Desired trend t
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Monthly 12-Month Average
Mar21 Mar20 % Change Mar21 Mar20 % Change
Bronx 6,076 6,880 -11.7% 5,874 6,128 -4.1%
Brooklyn 9,190 10,518 -12.6% 8,669 8,842 -1.9%
Manhattan 5,561 6,535 -14.9% 5,161 4,827 +6.9%
Queens 8,110 8,911 -9.0% 8,028 7,501 +7.0%
Staten Island 27,447 25,733 +6.7% 24,991 21,601 +15.7%
Systemwide 8,552 9,480 -9.8% 8,084 7,959 +1.6%

Mean Distance Between Failures Discussion

e Mean Distance Between Failures in March 2021 decreased by 9.8 percent to 8,552 miles compared to March 2020,
and increased by 1.6 percent to 8,084 miles on a 12-month average basis.

Note: The metrics in this report are preliminary
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Mean Distance Between Failures
12 Month Rolling Average (24 Hours)

Miles
Desired trend t
Borough Mar 21 Mar 20 % Change
Bronx 5,874 6,128 -4.1%
Local/Limited 5,089 5,343 -4.7%
Select Bus Service 7,848 10,827 -27.5%
Express 10,488 9,611 +9.1%
Brooklyn 8,669 8,842 -1.9%
Local/Limited 8,422 8,716 -3.4%
Select Bus Service 11,308 10,662 +6.1%
Express 10,591 8,918 +18.8%
Manhattan 5,161 4,827 +6.9%
Local/Limited 4,552 4,174 +9.0%
Select Bus Service 8,548 8,895 -3.9%
Express N/A N/A N/A
Queens 8,028 7,501 +7.0%
Local/Limited 7,676 7,422 +3.4%
Select Bus Service 7,769 8,003 -2.9%
Express 10,392 7,659 +35.7%
Staten Island 24,991 21,601 +15.7%
Local/Limited 26,317 22,721 +15.8%
Select Bus Service 15,400 23,865 -35.5%
Express 25,448 20,650 +23.2%
Systemwide 8,084 7,959 +1.6%
Local/Limited 7,191 7,198 -0.1%
Select Bus Service 8,987 9,556 -6.0%
Express 14,297 11,778 +21.4%

Note: The metrics in this report are preliminary
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Bus Speeds
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Monthly 12-Month Average
Mar21 Mar20 % Change Mar21 Mar20 % Change
Bronx 7.7 7.7 0.0% 7.8 7.4 +5.4%
Brooklyn 7.5 7.5 0.0% 7.7 71 +8.5%
Manhattan 6.4 6.4 0.0% 6.6 5.9 +11.9%
Queens 94 94 0.0% 9.6 8.9 +7.9%
Staten Island 14.4 14.2 +1.4% 14.3 13.7 +4.4%
Systemwide 8.3 8.3 0.0% 8.4 8.0 +5.0%

Speed Discussion

e Bus Speeds in March 2021 was flat compared to March 2020, and increased by 5.0 percent to 8.4 mph on a 12-month
average basis.

Note: The metrics in this report are preliminary
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Bus Speeds
Monthly (24 Hours)
MPH

Desired trend t

Borough Mar 21 Mar 20 % Change
Bronx 7.7 7.7 +0.0%
Local/Limited 71 71 +0.0%
Select Bus Service 8.9 9.3 -4.3%
Express 12.5 12.5 +0.0%
Brooklyn 7.5 7.5 +0.0%
Local/Limited 7.3 7.2 +1.4%
Select Bus Service 8.8 9.1 -3.3%
Express 14.0 13.2 +6.1%
Manhattan 6.4 6.4 +0.0%
Local/Limited 6.1 6.0 +1.7%
Select Bus Service 75 7.5 +0.0%

Express N/A N/A N/A

Queens 9.4 9.4 +0.0%
Local/Limited 9.1 9.1 +0.0%
Select Bus Service 11.6 11.7 -0.9%
Express 14.5 13.9 +4.3%
Staten Island 14.4 14.2 +1.4%
Local/Limited 12.6 12.4 +1.6%
Select Bus Service 15.2 15.4 -1.3%
Express 18.6 17.9 +3.9%
Systemwide 8.3 8.3 +0.0%
Local/Limited 7.9 7.9 +0.0%
Select Bus Service 9.3 9.6 -3.1%
Express 14.9 14.7 +1.4%

Note: The metrics in this report are preliminary
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Section 3: Legacy Indicators

The metrics in this section have been shared with the public for many years. While less
reflective of the customer experience, they are included here for continuity purposes.

Performance Indicator Definitions

Wait Assessment

Wait Assessment (WA) measures how evenly buses are spaced at selected timepoints
along each route. It is defined as the percentage of actual intervals between buses that are
no more than three minutes over the scheduled interval for the morning (7-9am) and
afternoon (4-7pm) peak periods and no more than five minutes over the scheduled interval
for the rest of the day. This measure provides a percentage of buses passing the standard,
but it does not account for extra service operated, it is not weighted to how many customers
are waiting for buses at different stops, it does not distinguish between relatively minor gaps
in service and major delays, and it is not a true measurement of time customers spend
waiting at stops.

Bus Mean Distance Between Service Interruptions

Bus Mean Distance Between Service Interruptions is the average distance traveled by a bus
between all delays and/or inconveniences to customers within a 12-month period. All road
calls caused by both mechanical and non-mechanical failures are included.

Bus Percentage of Completed Trips
Bus Percentage of Completed Trips is the percent of trips completed system wide for the 12-
month period. The sytemwide metric is the combined results of NYCT Bus and MTA Bus.

Bus AM Weekday Pull Out Performance

Bus AM Weekday Pull Out Performance is the percent of required buses and operators
available in the AM peak period. The sytemwide metric is the combined results of NYCT Bus
and MTA Bus.

Bus PM Weekday Pull Out Performance

Bus PM Weekday Pull Out Performance is the percent of required buses and operators
available in the PM peak period. The sytemwide metric is the combined results of NYCT Bus
and MTA Bus.

Note: The metrics in this report are preliminary
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Wait Assessment

Desired trend t
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Monthly 12-Month Average
Mar21 Mar 20 Change (Pts) Mar21 Mar 20 Change (Pts)
Bronx 78.6% 78.7% -0.1% 80.0% 76.5% +3.5%
Brooklyn 75.9% 78.7% -2.8% 75.9% 76.4% -0.5%
Manhattan 84.0% 83.3% +0.7% 81.2% 78.1% +3.1%
Queens 81.7% 83.5% -1.8% 81.5% 79.6% +1.9%
Staten Island 80.5% 82.9% -2.4% 81.1% 81.3% -0.2%
Systemwide 79.9% 81.2% -1.3% 79.7% 78.0% +1.7%

Note: The metrics in this report are preliminary
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Wait Assessment

Monthly
Desired trend t

Borough Mar 21 Mar 20 Change (Pts)
Bronx 78.6% 78.7% -0.1%
Local/Limited 78.3% 78.2% +0.1%
Select Bus Service 75.5% 80.4% -4.9%
Express 86.7% 88.0% -1.3%
Brooklyn 75.9% 78.7% -2.8%
Local/Limited 75.8% 78.7% -2.9%
Select Bus Service 78.8% 80.1% -1.3%
Express 79.2% 80.5% -1.3%
Manhattan 84.0% 83.3% +0.7%
Local/Limited 83.7% 83.1% +0.6%
Select Bus Service 86.6% 84.3% +2.3%

Express N/A N/A N/A

Queens 81.7% 83.5% -1.8%
Local/Limited 81.7% 83.3% -1.6%
Select Bus Service 81.7% 89.4% -1.7%
Express 83.9% 84.9% -1.0%
Staten Island 80.5% 82.9% -2.4%
Local/Limited 80.7% 82.0% -1.3%
Select Bus Service 83.3% 84.2% -0.9%
Express 79.0% 86.5% -7.5%
Systemwide 79.9% 81.2% -1.3%
Local/Limited 79.7% 80.9% -1.2%
Select Bus Service 83.1% 84.6% -1.5%
Express 82.0% 85.8% -3.8%

Note: The metrics in this report are preliminary

Master Page # 59 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



Bus Mean Distance Between Service Interruptions
Desired trend t
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Monthly 12-Month Average
Mar21 Mar20 % Change Mar21 Mar20 % Change
Systemwide 3,586 3,686 -2.7% 3,627 3,100 +17.0%
Bus Percentage of Completed Trips Desired trend t
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Monthly 12-Month Average
Mar21 Mar 20 Change (Pts) Mar21 Mar 20 Change (Pts)
Systemwide 96.2% 99.0% -2.8% 97.2% 99.3% -2.1%

» Due to data processing issues related to the COVID-19 outbreak, April and May 2020 Completed Trips are not
available.

Note: The metrics in this report are preliminary
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Bus AM Weekday Pull Out Performance

Desired trend t
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Monthly 12-Month Average
Mar 21 Mar 20 Change (Pts) Mar21 Mar 20 Change (Pts)
Systemwide 96.0% 99.2% -3.2% 97.3% 99.7% -2.4%
Bus PM Weekday Pull Out Performance Desired trond t
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Monthly 12-Month Average
Mar 21 Mar 20 Change (Pts) Mar21 Mar 20 Change (Pts)
Systemwide 97.3% 99.4% -2.1% 98.0% 99.8% -1.8%

+ Due to data processing issues related to the COVID-19 outbreak, April and May 2020 AM and PM Pull Out
Performance are not available.

Note: The metrics in this report are preliminary
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Customer Service Report: Paratransit w

Craig Cipriano, President, MTA Bus Company/
Senior Vice President, NYCT Department of Buses

NYC Transit Interim President Sarah Feinberg and her executive leadership team visited
Paratransit headquarters in Queens. The team met with some of the heroic employees who
have kept the system running for our customers throughout this unprecedented pandemic.
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April 2021 Highlights: Paratransit

In April, Paratransit ridership reached a high of over 23,400 weekday trips, representing
approximately 81% of pre-pandemic levels. As the City continues to recover from this
unprecedented pandemic, Paratransit ridership has recovered at a faster pace than all other
MTA agencies. We are grateful to the Paratransit team for their heroic efforts to provide
continuous service throughout the pandemic for New Yorkers who needed them the most.

Performance in February was impacted by severe winter weather. February was the eighth
snowiest on record for New York, with 26 inches of snow and 15 of 28 days having either rain or
snow or both. The icy and snowy conditions lingered for days. By comparison, the previous
winter we saw less than 5 inches of snow for the entire season. As a result, Paratransit
weekday trips has a reduction due to the inclement weather. Performance metrics for February
also show a related decline in On-time Pick-up and Provider No-Show rates predominantly due
to inclement weather. | want to thank the Paratransit team for their tremendous efforts in
providing service throughout the multiple storms this year. It is difficult enough to implement our
snow preparedness plans in normal times, but to get it done in the middle of a pandemic is
nothing short of extraordinary.

On March 9, 2021 we were excited to welcome NYC Transit interim President Sarah Feinberg
and her executive leadership team to Paratransit headquarters in Queens. The team met with
Paratransit leadership and some of the heroic employees who have kept the system running
throughout the pandemic. They also visited our Command and Call Centers and listened in on
some live reservation calls.

Craig Cipriano
President, MTA Bus Company/
Senior Vice President, NYCT Department of Buses
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Paratransit Report

Statistical results for the month of February 2021 are shown below.

Paratransit Operations - Monthly Operations Report Service Indicators
Current Month: February 2021 12-Month Average
Category Performance Indicator This Year Last Year % Change This Year Last Year % Change
Total Trips Completed* 379,771 724,199 -47.6% 396,295 684,130 -42.1%|
Ridership
Total Ridership 507,651 966,449 -47.5% 527,596 925,363 -43.0%)
Pick-up Primary 30 Minute 97.0% 98.0% -1.0% 97.8% 96.1% +1.7%)
Pick-up Primary 15 Minute 90.0% 91.0% -1.0% 90.3% 87.1% +3.3%
Pick-up Broker 30 Minute 94.0% 97.0% -3.0% 97.6% 95.9% +1.7%)
on-Time Pick-up Broker 15 Minute 81.0% 90.0% -9.0% 90.3% 86.5% +3.8%
Performance Appointment OTP Trips Primary - 30 Min Early to <1 Late (On-Time)* n/a 47.0% nla n/a 46.4% nla
Appointment OTP Trips Primary - Early* n/a 47.0% n/a n/a 45.5% n/a
Appointment OTP Trips Broker - 30 Min Early to <1 Late (On-Time)* n/a 31.0% n/a n/a 33.3% n/a
Appointment OTP Trips Broker - Early* n/a 62.0% n/a n/a 57.4% n/a
Ride Time Variance Performance: Actual Trip Duration vs. Planned Trip Duration - At or Better 87.0% 83.0% +4.0% 86.8% 80.5% +6.3%
Than Plan
) . Average Actual Trip Duration in Minutes 28 35 -20.0% 28 38 -25.9%)
Ride Time
Max Ride Time Performance Primary 99.0% 99.0% 0.0% 99.0% 97.9% +1.1%
Max Ride Time Performance Broker 99.0% 99.0% 0.0% 99.0% 98.3% +0.8%
Customer Frequent Rider Experience Primary* n/a 78.0% n/a n/a 74.6% n/a
Experience Frequent Rider Experience Broker* n/a 71.0% nla n/a 70.6% nla
- - - o o
Provider No- Provider No-Shows per 1,000 Schedule Trips Primary 0.75 0.40 +87.5% 0.69 1.33 -48.5%)
Shows Provider No-Shows per 1,000 Schedule Trips Broker 0.92 1.09 -15.6% 0.63 1.44 -56.2%|
Customer Passenger Complaints - Transportation Service Quality Per 1000 Completed Trips 22 22 0.0% 1.6 3.0 -46.9%)
Complaints Passenger Complaints - Non-Transportation Service Quality Per 1000 Completed Trips 1.3 1.2 +8.3% 1.1 22 -48.1%|
Percent of Calls Answered 98.0% 97.0% +1.0% 96.9% 95.5% +1.4%
Call Center
Average Call Answer Speed in Seconds 24 47 -48.9% 35 64 -46.0%)
Eligibility Total Registrants 160,361 163,477 -1.9% 161,811 159,235 +1.6%
February service saw significant changes due to the COVID-19 Pandemic. While full service has been provided throughout the pandemic, February saw a reduction in demand along with a
reduction in traffic conditions. To further promote the safety of our customers and operators, shared ride service was also suspended. As a result, appointment time booking of trips would
*NOTE: have led to excessively early drop offs and has been temporarily suspended. Customers can still book trips with a pickup time.

The current 12-Month Average rate for Drop-off On-Time Performance and Customer Experience are not available due to the temporary suspension of appointment time booking of trips
associated with the COVID-19 pandemic which started in March 2020.

Note: 1) The percentage comparisons are the percentage point change instead of the percentage change.
2) Trip data and resulting metrics are preliminary and subject to adjustments.
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PARATRANSIT PERFORMANCE INDICATOR DEFINITIONS

Ridership by Provider Type
Total Trips is the count of trips provided to registered Access-A-Ride clients in a given month. Total
Ridership includes the count of personal care attendants (PCAs) and guests who join clients on the
trips. Ridership is presented by the type of provider:

1) Primary providers are the blue and white Access-A-Ride branded vehicles, operated by
contractors. They provide service with lift and ramp-equipped vans.

2) Brokers provide for-hire vehicles (FHVs), metered taxis, and some wheelchair accessible
vehicles.

3) E-Hails provide web or app-based trip booking and furnish FHVs and metered taxis,
including wheelchair accessible vehicles (WAVSs).

4) Street Hails are services provided by the traditional FHVs, or yellow or green taxis for
customers that Access-A-Ride authorized for customer reimbursement.

5) All Others are mostly services provided by local car services or livery providers in Staten
Island, otherwise known as the Voucher Program. This service has been replaced by
Enhanced Broker Service since November 2019.

On-Time Performance for Primary and Broker Providers
Pick-up OTP compares actual to promised pick-up time. It is measured on both 15-minute and 30-
minute windows. Access-A-Ride’s goal is that no less than 94% of all trips arrive at the pick-up
location no more than 30 minutes after the promised time, and that no less than 85% of all trips arrive
at the pick-up location no more than 15 minutes after the promised time.

Drop-off OTP compares actual to customer-requested drop-off time for trips scheduled with an
appointment time. Such trips comprise about half of Access-A-Ride’s service plan. An on-time trip is
one that arrives at the drop-off location no more than 30 minutes early, and no later than the
appointment time.

Provider No-Shows Per 1,000 Scheduled Trips for Primary and Broker Providers
The Provider No-Show rate measures the frequency with which primary providers do not arrive at the
pick-up location within 30 minutes of the promised time and the trip is not provided. For broker
providers, customers can call for replacement service after 15 minutes.

Ride Time Performance for Primary and Broker Providers
Ride Time measures customer trip duration in three different ways:

Actual vs Scheduled presents travel time variance.

Average Travel Time presents the average actual trip duration by trip distance category.

Max Ride Time Performance presents the percentage of trips performed within Access-A-Ride’s
established max ride time standards.

0 up to 3 miles: max ride time is 50 minutes
>3 up to 6 miles: max ride time is 65 minutes
>6 up to 9 miles: max ride time is 95 minutes
>9 up to 12 miles: max ride time is 115 minutes
>12 up to 14 miles: max ride time is 135 minutes
>14 miles: max ride time is 155 minutes
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PARATRANSIT PERFORMANCE INDICATOR DEFINITIONS

Customer Experience

Customer Experience measures trip results against multiple standards. Trip experience is counted as
positive if all of the following standards are met:

* Pick-up OTP: actual pick-up time is 30 minutes or less past the promise time.

* Drop-off OTP: for trips scheduled with a specific drop-off time, drop-off is no more than 30
minutes early and no later than the requested time.

* Max Ride Time: actual trip duration is within max ride time standards established by
Access-A-Ride.

* Provider No-Show: trip does not result in a provider no-show.

Customer Complaints Per 1,000 Completed Trips

Customers can comment on Access-A-Ride service quality by phone, writing, and website. The
number of complaints is measured as a rate per 1,000 completed trips.

Transportation Service Quality measures service delivery, which covers complaints about no-shows,
lateness, long ride durations, drivers and vehicles. Access-A-Ride’s goal is 3.0 or fewer
Transportation Service Quality complaints per 1,000 trips.

Non-Transportation Service Quality measures complaints about the reservation process, eligibility
certification experience, customer service agent helpfulness and politeness, and all other complaints.
Access-A-Ride’s goal is 1.0 or fewer Non-Transportation Service Quality complaints per 1,000 trips.

The phone number customers call to make complaints and other comments is the same familiar
number they use for reservations. Access-A-Ride reviews all complaints received and works to
resolve all specific customer concerns.

Call Center

Access-A-Ride Call Center performance is measured as the percent of calls that are answered and
the average speed with which those calls are answered. The call center handles reservation and day-
of service status calls from customers.

The goal for percent of calls answered is 95% and the goal for average answer speed is 60 seconds.

Master Page # 66 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



Total Trips
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Total Trips Discussion

e Total Trips in February 2021 decreased by 67K (or 15%) when compared to January 2021, and decreased
by 344K (or 47.6%) when compared to February 2020.

Total Ridership Discussion

e Total Ridership in February 2021 decreased by 103K (or 16.8%) when compared to January 2021, and
decreased by 459K (or 47.5%) when compared to February 2020.

Note: Monthly totals may not be exact due to rounding.
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< = 30 Minutes Pick Up On-Time Performance Discussion

e February 2021 Primary 30 minute P/U, OTP result of 97% declined by 2 percentage points when
compared to January 2021, and declined by 1 percentage point when compared to February 2020.

e February 2021 Broker 30 minute P/U, OTP result of 94% declined by 4 percentage points when compared

to January 2021, and declined by 3 percentage points when compared to February 2020.

< =15 Minutes Pick Up On-Time Performance Discussion
e February 2021 Primary 15 minute P/U, OTP result of 90% declined by 4 percentage points when
compared to January 2021, and declined by 1 percentage point when compared to February 2020.

e February 2021 Broker 15 minute P/U, OTP result of 81% declined by 10 percentage points when
compared to January 2021, and declined by 9 percentage points when compared to February 2020.

Note: The decrease in performance was primarily due to the adverse weather conditions in February 2021.
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Primary Drop Off On-Time Performance On Appointment Trips
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Broker Drop Off On-Time Performance On Appointment Trips
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Primary and Broker Drop Off On-Time Performance On Appointment Trips Discussion

e February service continued to show significant changes due to the COVID-19 Pandemic including
temporary suspension of appointment time. Appointment time booking of trips would have led to
excessively early drop offs due to reductions in traffic and suspension of shared rides. As a result, the
Appointment Trips metrics are not provided this month.

Note: Monthly totals may not be exact due to rounding.
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Ride Time Variance Performance: Actual Trip Duration vs. Planned Trip Duration
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Ride Time Variance Performance: Actual Trip Duration vs. Planned Trip Duration Discussion

e 87% of trips in February 2021 performed within the scheduled time or better which declined by 2
percentage points when compared to January 2021, and improved by 4 percentage points when
compared to February 2020.

Average Actual Trip Duration in Minutes Discussion

e Actual Trip Duration in February 2021 increased by 2 minutes (or 7.7%) when compared to January
2021, and improved by 7 minutes (or 20%) when compared to February 2020.

Note: Percentages may not be exact due to rounding.
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Max Ride Time Performance
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Max Ride Time Performance Discussion

¢ In the month of February 2021, 99% of Primary trips were completed within the Max Ride Time parameters.
Performance remained flat when compared to January 2021 and February 2020.

¢ In the month of February 2021, 99% of Broker trips were completed within the Max Ride Time parameters.
Performance remained flat when compared to January 2021 and February 2020.
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Customer Experience Performance
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Customer Experience Performance Discussion

e Customer Experience depends on trip results against multiple standards including Drop-off On-Time
performance for appointment time booked trips. In February, appointment time booking of trips was
temporarily suspended due to the COVID-19 Pandemic. As a result, the Customer Experience metric
cannot be calculated in a comparative way and is not provided this month.
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Provider No Shows Per 1,000 Scheduled Trips
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Provider No Shows Per 1000 Scheduled Trips Discussion

e Primary No-Shows increased by 0.39 per 1,000 trips (or 108.3%) in February 2021 when compared to
January 2021, and increased by 0.35 per 1,000 trips (or 87.5%) when compared to the same month last
year.

e Broker No-Shows increased by 0.50 per 1,000 trips (or 119%) in February 2021 when compared to
January 2021, and improved by 0.17 per 1,000 trips (or 15.6%) when compared to the same month last
year.

Note: The increase in Provider No-Shows was primarily due to the adverse weather conditions in February 2021.
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Passenger Complaints Related to Transportation Service Quality Per 1,000 Completed Trips
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Passenger Complaints Related to Non-Transportation Service Quality Per 1,000 Completed Trips
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Passenger Complaints Related to Transportation Service Quality Per 1,000 Completed Trips Discussion

o The total Passenger Complaints related to Transportation Service in February 2021 increased by 0.9 per
1,000 trips (or 69.2%) when compared to January 2021, and remained flat when compared to February
2020.

Passenger Complaints Related to Non-Transportation Service Quality Per 1,000 Completed Trips Discussion:

e Passenger Complaints related to Non-Transportation Service in February 2021 increased by 0.3 per 1,000
trips (or 30%) when compared to January 2021, and increased by 0.1 per 1,000 trips (or 8.3%) when
compared to February 2020.

Note: Monthly totals may not be exact due to rounding.
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Percent of Calls Answered Discussion

e The Percent of Calls Answered in February 2021 improved by 1 percentage point when compared to
January 2021 and February 2020.

Average Call Answer Speed in Seconds Discussion

e The Average Call Answer Speed in February 2021 improved by 1 second (or 4%) when compared to
January 2021, and improved by 23 seconds (or 48.9%) when compared to February 2020.
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April 2021 Accessibility Update

The Systemwide Accessibility team is happy to welcome so many community members
back to transit as our ridership continues to rebound. As more riders return to transit,
please remember that all riders over the age of two must wear a mask if medically able
to do so. Masks are available for free at subway stations and mask dispensers on some
buses, through our Mask Force volunteers, and for purchase at PPE vending machines
throughout the MTA network. As of April, child-sized masks are also available at the
booth at all 472 subway stations and the St. George Staten Island Railway station. As
we work to make transit not just accessible but welcoming to riders of all ages, we thank
New York State for donating 60,000 masks to make this initiative possible. We also
thank our Advisory Committee for Transit Accessibility (ACTA) for their advocacy in
favor of inclusive mask policies that consider the needs of all riders.

The SWA team continues working closely with the Department of Buses to better meet
the needs of riders with mobility devices and those with young children through more
flexible bus seating design. In March, DOB started taking delivery of the first of 800
buses with a new seating configuration, which will be put in service soon. These buses
feature two single aisle-facing flip-up seats, in alternating locations with fixed seats, and
one forward-facing seat next to a fixed seat. The flip seats are designed to be easily
operated by customers and are clearly indicated with decals on the adjacent windows
with instructions on how to safely operate the seat. These flip seats are all in addition to
the flip seats in the two existing wheelchair securement locations, and designed to
provide more options for safe storage of walkers, folded strollers and other large items.
We look forward to hearing feedback from riders on how these new flip seats work them
and conducting ride-alongs on the new buses this summer.

This month also marks the start of the formal community feedback process for the
Zoning for Accessibility initiative. The MTA has partnered with the New York City
Department of City Planning (DCP) and the NYC Mayor’s Office for People with
Disabilities (MOPD) on this innovative proposal. Zoning for Accessibility is a proposed
change to the citywide zoning resolution that would encourage more private developer
investment in transit accessibility. The proposed zoning change would require
developers working near transit stations consult with the MTA on whether an easement
(space) is needed in their development site to provide a new station access point, and
allow developers in certain high-density districts opportunities to invest directly in station
elevators through a density bonus program. Zoning for Accessibility complements the
$5.2B commitment to station accessibility in our historic 2020-2024 Capital Plan, and
would allow us to achieve systemwide accessibility on a faster timeline, while saving
taxpayer dollars. We hope riders will engage with their local Community Boards and
Council Members in the coming months as they review this proposal.

Rachel Cohen
Director, Systemwide Accessibility
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Strategy and Customer Experience
Sarah Meyer, Chief Customer Officer
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The MTA launched a marketing campaign last month to combat anti-Asian hate crimes.
Conceptualized by Strategy and Customer Experience’s Digital Content team and adopted by
Metro-North and Long Island Rail Road, the updated messaging came from the January
2020 “Hate Has No Place in Our Transportation System” campaign. In partnership with the
NYPD, these new public service advertisements are displayed throughout the system in
Chinese, Korean and English to warn against targeting Asian New Yorkers and advise those
with tips to contact the NYPD Asian Hate Crimes Task Force.
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April 2021 Highlights:
Strategy and Customer Experience

It has now been a full year operating within the pandemic, and we are honored that the Safe
Travels campaigns are being recognized by the communications industry. | am extremely
proud of our creative team’s work — in developing and evolving these research-driven
campaigns as we maintained service for the region’s essential workers. We have welcomed
our customers back to transit safely since summer, and the campaigns’ role in the increasing
trends in mask compliance to 99% (bus) and 98% (subway) today has been essential to
doing that. Safe Travels was recognized as a Finalist, Best in Public Sector, in the 2021
PRWeek US Awards, the highest accolade in the communications field.

While ridership on our services continues to tick upward, customer contacts have remained
fairly steady over recent months, suggesting the success of our communications and
customer service efforts to keep our riders informed. Notably, our Customer Contact Center
has maintained an average time to answer telephone calls of 64 seconds or below for four
successive months — a terrific achievement. We are pleased that customer complaint rates
about subway and bus service have greatly reduced from the peaks in April and May 2020.
Subway complaints per 100k journeys is, at 3.96, down 1.5% from a year ago and a low point
since February 2020. The bus complaint rate is, at 10.16, up 8.1% versus March 2020 but
the low point since then. The Access-A-Ride complaint rate has increased in the last two
months, to 316.6 per 100k journeys in March; we are working with our Paratransit colleagues
to identify and address areas of concern. We do expect complaint rates to remain above pre-
pandemic levels while customers have COVID-19-related concerns and ridership remains
substantially below normal.

In March our creative and production teams continued their work to encourage and facilitate
employee vaccination across MTA, and public vaccination across New York City. In addition
to supporting Team Vaccine’s launch of our second MTA Vaccination Center at Grand
Central Terminal on March 10, we prepared signage and communications materials for and
supported set-up of the third center, at the Long Island Rail Road’s Jamaica Control Center.
To promote vaccination across the region, we created multilingual versions of Vaccinate New
York messaging which we are running on digital screens throughout the system.

Our video team prepared an explainer of the tremendous potential the important Elevate
Transit: Zoning for Accessibility proposal offers for expanding and accelerating vertical
accessibility of our Subway stations. We worked closely with our Systemwide Accessibility
colleagues to develop a version with audio descriptions, an exciting step for us in our
continued efforts to increase the accessibility of everything we do. Audio description provides
narration of key visual elements in the video for blind or low-vision viewers. Even if you are
fully sighted, close your eyes and give it a listen — it's remarkable how effective this simple
addition is.

As customers return to the subway, our customer experience team is looking at ways we can
make travel easier. In March, we launched an interactive survey to understand how
customers interpret one key piece of our service alerts: the direction that trains travel. When
one heads to Yankee Stadium from Manhattan, are you traveling uptown, northbound, or to
the Bronx? The goal is to make service information as clear and helpful as possible, so that
customers don't have to interpret information. We are reviewing the results from 4,461
responses now and will be adjusting our service communications with what we learn.
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Lastly, our ninth Mask Force on March 18 saw 150 volunteers, more than half joining us from
outside the MTA family, again distributing nearly 50,000 masks to customers in all boroughs.
On April 5", we set up a special pop-up Mask Force, working with our colleagues in
Systemwide Accessibility and Subways to provide child-size masks to our customers. MTA
Chairman and CEO Patrick Foye and MTA Chief Accessibility Officer Quemuel Arroyo joined
volunteers from New York City Transit and Bridges & Tunnels to kick it off, handing out
masks at 161 St-Yankee Stadium Station and on the 4 line — and these masks are now
available in all Subway station booths. We will be handing out more during a special,
sustainable Mask Force X, on Earth Day, Thursday, April 22. Please join us!

Sarah Meyer
Chief Customer Officer
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Customer engagement

Telephone
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Customer engagement

Help Point
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Social media
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Customer engagement

Web, mobile app, and written feedback

Mar 2021 Mar 2020 Variance
Received 3,529 4,631 V¥23.8%
Responses sent! 5,271 6,759 V¥22.0%

1. Includes automated and manual responses

Keeping customers informed

Alerts and service notices

Web 5,631
Twitter 4,326
Kiosks / Digital Displays’ 1,788
Email and text alerts
« Service 4,176
 Elevator and escalator status 8,073
Service Notice posters developed 290

1. Excludes countdown clocks

Social media followers

Travel
Facilities and information
Vehicles . Other
MetroCard

Service
COVID-19

Employees ~ ’

Mar 2021 Mar 2020 Variance
Twitter @NYCTSubway 1,006k 1,022k ¥1.6%
@NYCTBus 31.1k 28.3k A9.9%
@MTA 1,323.7k  1,331.6k ¥0.6%

Facebook MTA 156.3k -- --
Instagram  @mtanyctransit 40.9k 28.7k A42.5%
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C u sto m e r feed bac k These complaint metrics include COVID-19-related customer concerns

and service reports in the context of substantially lower ridership.

Complaints per 100,000 journeys

Commendations per 100,000 journeys

Mar 2021 Mar 2020 Variance Mar 2021 Mar 2020 Variance
Subway 3.96 4.02 v1.5% Subway 0.073 0.148 V50.7%
Bus 10.16 9.40 A81% Bus 0.50 0.50 A1.0%
MetroCard 0.24 0.20 A18.8% Access-A-Ride 72.8 906 V19.7%
Access-A-Ride 382.5 316.6 A20.8% Non-service issues 0.031 0.027 A13.1%
Non-service issues'’ 0.151 0.158 vY41% incl. MetroCard
1. Includes customer experiences related to agency-wide
information channels, property, policies, and other actionable,
but non-subway or bus service related issues.
Complaints per 100,000 journeys: trends
Bus
20 pommm———- :
111.19]

________

Complaints per 100,000 journeys
o
N

3/20 4/20 5/20 6/20 7/20 8/20 9/20 10/20 11/20 12/20 1/21

0.24

2/121  3/21

=== 12-month rolling average

Master Page # 83 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



Safety
Robert Diehl
Senior Vice President, Safety & Security

Eagle Team Members (from left) Tawanna Jiles, James Albanese
and Richard Ingardia guide employees at the 130 Livingston Street
COVID-19 Vaccination site.
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April 2021 Highlights: Safety

Subway Customer Accident Rates increased by 96.2% when comparing the most recent 12-
month period to the previous one. It is worth noting that, nominally, accidents are down 48.2%.

Bus Collisions declined by 23.6% and Collision Injuries declined by 28.5% while Customer
Accidents increased when comparing the most-recent 12-month period to the previous one.

Employee Lost Time Accidents have shown an increase when comparing the most recent 12-
month period to the previous one.

Lastly, when comparing figures from the two (2) most-recent 12-month periods, Subway Fires
show an increase.

Robert Diehl
Senior Vice President, Safety and Security

*Except for Fires, all numbers reported refer to rates.
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Monthly Operations Report

Statistical results for the 12-Month period are shown below

Safety Report

12-Month Average

Apr 18 - Apr 19 - Apr 20 -
Performance Indicators Mar 19 Mar 20 Mar 21
Subways
Subway Customer Accidents per Million Customers ' 2.96 2.87 5.63
Subway Collisions 2
Total 1 2 2
Mainline 0 0 0
Yard 1 2 2
Subway Derailments 2
Total 4 6 12
Mainline 0 1 5
Yard 4 5 7
Subway Fires 2 775 754 932
Buses
Bus Collisions Per Million Miles Regional 53.80 52.98 40.48
Bus Collision Injuries Per Million Miles Regional 6.13 6.23 4.46
Bus Customer Accidents Per Million Customers ' Regional* 1.37 1.47 1.89
Total NYCT and MTA Bus Lost Time Accidents per 100 Employees ' 3.85 4.43 5.36

' 12-month Average data from March through February.
2 12-month figures shown are totals rather than averages.

* = Due to the implementation of rear door boarding and suspension of fare collection to protect frontline employees from the
spread of COVID-19, AFC (MetroCard and OMNY) was not used from March 23, 2020, to August 30, 2020, to determine

ridership. During this time, ridership was estimated using Automated Passenger Counter (APC) data.

Leading Indicators
Subways March YTD Goal YTDG*:‘;/ bof
Roadway Worker Protection
Joint Track Safety Audits -- Actual Count 34 91 340 26.8%
Joint Track Safety Audits -- Compliance Rate 99.1% 99.5% 100.0% 99.5%
Mainline Collision/Derailment Prevention
Continuous Welded Rail Initiative (# of Track Feet) 198 978 9,999 9.8%
Friction Pad Installation 2,449 5,143 22,000 23.4%
YTD as % of
Buses March YTD Goal Goal
Collision Prevention
Audible Pedestrian Turn Warning System 18 28 780 3.6%
Vision Zero Employee Training 493 1,377 5,800 23.7%
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Monthly Operations Report

Safety Report Definitions:

Joint Track Safety Audits are conducted by a joint team of personnel from the Office of
System Safety, the Transport Workers Union, and the Subway Surface Supervisors Association
(SSSA). The teams look at critical items for on-track safety such as flagging, third rail safety and
lighting. These reviews are conducted at various Department of Subways, and MTA
Construction & Development work sites along the right of way to assess compliance with the
rules and procedures, identify deficiencies in training and equipment, and improve on-track
safety.

Continuous Welded Rail (CWR) significantly reduces the number of rail joints, which lessens
the occurrence of broken rails while also providing a smoother ride. Track Engineering analyzed
system-wide broken rail data and set forth a CWR installation plan to help reduce broken rails
and improve track conditions. We anticipate expanded use of the Critter Rail Stringer and "E"
Clip installer to help us achieve this goal.

Friction Pad Installations will increase resiliency of the rail, resulting in reduced broken rail
incidents and, overall, will reduce the potential for development of rail defects.

Audible Pedestrian Warning System technology produces an audible voice alert to
pedestrians when a bus is making a left- or a right-hand turn. The system turns on automatically
without a bus operator’s intervention and alerts pedestrians with a street- and curb-side speaker.
Volume automatically adjusts based on outside ambient noise.

Vision Zero Training provides focused Safety Awareness Training to all Bus Operators, which
engages them on all aspects of Pedestrian Safety issues, emphasizing the current challenges of
managing their buses in an environment with distracted pedestrians, motorists and cyclists. The
program incorporates testimonial videos from “Families for Safer Streets” along with a series of
videos of serious bus and pedestrian accidents secured from onboard bus cameras as well as
external traffic and security cameras. The training, which will be delivered over two years, is in
the midst of a new cycle that began in April 2019 and will run through March 2021.
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Subway Fires
March 2021
Fire severity is classified as follows:

Severity Criteria

Low No disruption to service
No damage to NYC Transit property
No reported injuries
No discharge/evacuation of passengers
Fire self-extinguished or extinguished without Fire Department

Average Delays to service 15 minutes or less
Minor damage to NYC Transit property (no structural damage)
No reported injuries/fatalities due to fire/smoke
Discharge of passengers in station
Minor residual smoke present (haze)

Above Average Delays to service greater than 15 minutes
Moderate to heavy damage to NYC Transit property
Four or less injuries due to fire/smoke
Discharge of train or transfer of passengers to another train
(not in station)
Station/platform/train filled with smoke

High Major delays in service (over one hour)
Major structural damage
Five or more reported injuries or one or more fatalities
Evacuation of passengers to benchwall or roadbed
Mass evacuation of more than one train

Severity & Location of fires during the current month were as follows:

Low: 90.6% Train: 9
Average: 9.4% Right-of-way: 55
Above Average: 0.0% Station: 21
High: 0.0% Other: 0

Total: 85

Top Items Burnt by Location during the current month were as follows:

Train: Right-of-Way: Station:
Brake Shoes: 3 Debris: 31 Debris: 20
Debris: 3 Tie: 12 Electrical: 1
AC Comp. Motor: 1 Insulator: 3

Cables, Power 3rd
Car Body: 1 Rail: 2
Contact Shoe: 1 Undetermined: 2
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April 2021 Crime Report

The purpose of this report is to provide Committee Members with statistical information
regarding the number of major felonies including: homicide, robbery, assault, rape in addition
to hate crime incidents occurring on the NYCT Subway and Staten Island Railway systems.
The report is submitted by NYPD’s Transit Bureau and the MTA Police Department on a
monthly basis for the month ending prior to the reporting period. The report also includes
statistics on employee assaults and harassment as well as vandalism, compiled by the
NYCT Department of Safety and Security.
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Police Department

City of New York MTA Report
CRIME STATISTICS MARCH
2021 2020 Diff % Change

MURDER 1 2 -1 -50.0%
RAPE 1 0 1 “** %
ROBBERY 35 51 -16 -31.4%
GL 41 90 -49 -54.4%
FELASSAULT 40 30 10 33.3%
BURGLARY 0 2 -2 -100.0%
TOTAL MAJOR FELONIES 11 175 -57 -32.6%

During March, the daily Robbery average decreased from 1.6 to 1.1

During March, the daily Major Felony average decreased from 5.6 to 3.8

CRIME STATISTICS JANUARY THRU MARCH

2021 2020 Diff % Change
MURDER 3 2 1 50.0%
RAPE 2 2 0 0.0%
ROBBERY 90 204 114 -55.9%
GL 118 393 -275 -70.0%
FELASSAULT 119 110 9 8.2%
BURGLARY 3 3 0 0.0%
TOTAL MAJOR FELONIES 335 714 -379 -53.1%

Year to date the daily Robbery average decreased from 2.3 to 1

Year to date the daily Major Felony average decreased from 7.9 to 3.7

FIGURES ARE PRELIMINARY AND SUBJECT TO FURTHER ANALYSIS AND REVISION
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Police Department

City of New York MTA Report
MARCH ACTIVITY
2021 2020 Diff % Change
Total Arrests 480 465 15 3.2%
TOS Arrests 96 99 -3 -3.0%
Total Summons 8552 6005 2547 42.4%
TOS TABs 7236 4055 3181 78.4%
TOS C-Summ 120 121 -1 -0.8%
JANUARY THRU MARCH ACTIVITY
2021 2020 Diff % Change
Total Arrests 1261 2094 -833 -39.8%
TOS Arrests 233 375 -142 -37.9%
Total Summons 21327 25663 -4336 -16.9%
TOS TABs 18019 16646 1373 8.2%
TOS C-Summ 291 415 -124 -29.9%

FIGURES ARE PRELIMINARY AND SUBJECT TO FURTHER ANALYSIS AND REVISION
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Hate Crime Task Force
Transit Bureau
HCTF Statistical Data

(As of 4/4/2021)
Motivation:

Motivation 2021 2020 Diff % Change
ASIAN 7 0 e
BLACK 1 1 0%
ETHNIC 2 0 2 wkk *
GENDER 2 5 -3 -60%
OTHER 4 6 -2 -33%
SEMITIC 2 12 -10 -83%
SEXUAL } _270
ORIENTATION 2 3 1 33%
WHITE 0 1 -1 -100%
Grand Total 20 28 -8 -29%

Crime Name:

Crime Name 2021 2020 Diff | % Change
Aggravated } _QE0
Harassment 1 2 13 1 85%
Aggravated
Harassment 2 4 3 1 33%
Assault 2 1 1 0 0%
Assault 3 4 8 -4 -50%
Criminal 0
Mischief 2 0 1 -1 -100%
Criminal 2 *kk *
Mischief 3 2 0 ]
Criminal 3 *kk *
Mischief 4 3 0 '
Forcible 1 *kk *
Touching 1 0 '
Grand

-1 -1009
Larceny 4 0 1 00%
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Murder
Rape
Robbery
Felony Assault
Burglary
Grand Larceny
Grand Larceny Auto

Total Major Felonies

Murder
Rape
Robbery
Felony Assault
Burglary
Grand Larceny
Grand Larceny Auto

Total Major Felonies

FIGURES ARE PRELIMINARY AND SUBJECT TO FURTHER ANALYSIS AND REVISION

March 2021 vs. 2020

2021
0

O O O O ©O o o

Year to Date 2021 vs. 2020

2021

O O O O ©O o o o

2020
0

O O O O ©O o o

2020

- O O O O = O O

Diff

O O O O 0o o o o

Diff

0
0

-1

METROPOLITAN TRANSPORTATION AUTHORITY
Police Department
Staten Island Rapid Transit

% Change
0%
0%
0%
0%
0%
0%
0%
0%

% Change

0%
0%

-100%
0%
0%
0%
0%

-100%
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Weekly number of incidents of assault and harassment against transit workers

Below are updated data and statistics on different aspects of our transit system. This page
provides recent data on assaults and harassment against our employees.

Updated April 7, 2021
The safety of our workforce and our customers is our top priority and we are hopeful that

increased transparency about the number of these incidents in our system will keep everyone
safer and more vigilant.

These figures are updated weekly with the prior week's figures. Each week’s update is based on

verified incidents as of the report date so data for prior weeks may change as additional incidents

are verified.

# of incidents of assault & harassment against transit employees by week (Last 6 Months)

Week
beginning
3/29/2021
3/22/2021
3/15/2021

3/8/2021
3/1/2021
2/22/2021
2/15/2021
2/8/2021
2/1/2021
1/25/2021
1/18/2021
1/11/2021
1/4/2021
12/28/2020
12/21/2020
12/14/2020
12/7/2020
11/30/2020
11/23/2020
11/16/2020
11/9/2020
11/2/2020
10/26/2020
10/19/2020
10/12/2020
10/5/2020

Note: Harassment includes but is not limited to verbal threats, other threatening behavior, and

spitting.

Assault:
Subways

0

O e JEE G G % SR G o T G o T a JRE G N, T G G o T c S G o R QR G o TN o RS S o

Assault:
Buses

0

N == NP OO WO 222220 -2 =2DNMNMNN-2 -~ 0 OO OO

Harassment:
Subways

9
12
12
18
10

9
10

7

6
17
18
11

9

8
6
11

9
12
12
14
18
15
12
15
15
11

Harassment:
Buses

25
33
36
37
32
32
24
38
22
23
30
26
28
18
19
26
35
21
29
34
37
28
36
39
36
35

Total

34
45
49
55
42
42
36
46
30
42
50
40
39
29
26
38
45
35
41
52
58
47
53
56
53
49

Source (including earlier information): https://new.mta.info/safety-and-security/nyct-employee-

assault-data

D
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Weekly humber of incidents of vandalism in the transit system

Below are updated data and statistics on different aspects of our transit system. This page
provides recent New York City Transit data on vandalism of select elements of the transit system.

Updated April 7, 2021

Vandalism is costly to the MTA and to taxpayers, and can in some cases also lead to a safety

issue. We are hopeful that increased transparency about vandalism incidents in our system will

keep everyone safer and more vigilant.

These figures are updated weekly with the prior week's figures. Each week’s update is based on

verified incidents as of the report date so data for prior weeks may change as additional incidents

are verified.

# of units vandalized by week and component (Last 6 Months)

Week

3/29/2021
3/22/2021
3/15/2021
3/8/2021
3/1/2021
2/22/2021
2/15/2021
2/8/2021
2/1/2021
1/25/2021
1/18/2021
1/11/2021
1/4/2021
12/28/2020
12/21/2020
12/14/2020
12/7/2020
11/30/2020
11/23/2020
11/16/2020
11/9/2020
11/2/2020
10/26/2020
10/19/2020
10/12/2020
10/5/2020

Graffiti:
beginning Subways

8
15
22
14
14
23
27

7
31
33

9
26
11
14
15
33
26
29
25
25
22

8
17
24
10
13

Graffiti:
Buses

O O O WO OO OO OO0 O0OO0OO0O0O0OO0OO0OO0OOoOOoOOoOOoOOo oo

Liquid
Crystal
Display
(LCD)
Screen

4

© O WWhhDIROWN =

- -
OJOOOOI\)U'ICDA

12

Metrocard
Vending
Machine

(MVM)

o

O NWN-2O~PPNITITWOWO PR O~ WWOO0O0OO OO

O -~ WO OOOMN -~ 0O ~A 00 A A 20000 -~0O0OOO

OMNY Train
Reader Glass Glass

a1 o

N = WH WWoaN®g

oS oo NBAN G

—
S o

Bus
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Total

19
27
34
32
24
34
35
20
41
37
22
47
25
39
20
56
43
48
52
46
54
24
42
41
36
22

Source (including earlier information): https://new.mta.info/safety-and-security/nyct-vandalism-

data

D
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Financial and Ridership Reports

Jaibala Patel, Chief Financial Officer

Craig Cipriano, President, MTA Bus Company
Senior Vice President, NYCT Department of Buses

Il 1 S
il - S0

The overnight subway station shutdown period for cleaning, from 1 am to 5 am, was reduced
by 2 hours (2 am to 4 am), and subway services were expanded. The additional two hours
of subway service carried nearly three thousand passengers and attracted over two thousand
new subway riders on a March weekday.
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Preliminary March 2021 Monthly Report:
New York City Transit

The purpose of this report is to provide the preliminary March 2021 financial results, on an accrual
basis. The accrual basis is presented on a non-reimbursable and reimbursable account basis. These
results reflect the new accelerated accounting close and are compared to the Adopted Budget
(budget).

Summary of Preliminary Financial Results

Preliminary ridership and accrual results, versus budget, are summarized as follows:

March 2021 New York City Transit ridership of 76 million was 41.5 million (120 percent) above
budget, of which subway ridership of 50.8 million was 25.3 million (99.5 percent) above
budget, and bus ridership of 24.6 million was 16.3 million (196.5 percent) above budget.

March 2021 farebox revenue of $164.9 million was $94.5 million (134.4 percent) above
budget.

Other revenue was lower than budget in March by $9.6 million (22.8 percent), mainly due to
underruns in Paratransit reimbursement and MetroCard surcharges.

March 2021 operating expenses of $740.2 million were $3.9 million (0.5 percent), less than budget.

Labor expenses were under budget by a net $2.6 million (0.5 percent), due largely to
underruns in health and welfare and OPEB current expenses of $14.3 million (10.2 percent),
and payroll expenses favorable to budget by $2.9 million (1.0 percent). There were partially
offsetting overruns in overtime $7.6 million (16.3 percent), other fringe benefits unfavorable
$2.4 million (4.9 percent), and reimbursable overhead of $3.6 million (16.8 percent).

Non-labor expenses were under budget by a net $1.3 million (0.8 percent), due mostly to
underruns in paratransit service contracts of $5.8 million (16.7 percent), electric power of $1.4
million (6.0 percent), and professional service contracts of $1.1 million (9.8 percent). Partial
offsets in maintenance and other operating contracts of $5.9 million (24.4 percent), and minor
overruns in other categories resulted in slight net favorability of non-labor expenses.
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Preliminary financial results for March 2021 are presented in the table below and compared

to the budget.

Category

($ in millions)

March Results

Variance Fav(UnFav)

Preliminary Financial Results Compared to Budget
March Year-to-Date Results
Prelim Actual

Budget
$

$

Variance Fav(UnFav

Total Farebox Revenue 94.5 134.4 199.5 430.4 230.9 115.8
Nonreimb. Exp. before Dep./OPEB 3.9 0.5 (2,211.3) (2,103.8) 107.5 49
Net Cash Deficit* 775 12.8 (1,782.1) (1,484.4) 297.7 16.7

*Excludes Subsidies and Debt Service

March 2021 farebox revenue of $164.9 million was $94.5 million (134.4 percent) above budget.
Subway revenue was $62.3 million (115.7 percent) above budget, bus revenue was $30.8 million
(217.4 percent) above budget. Accrued fare media liability was equal to budget. The March 2021 non-
student average fare of $2.16 decreased 39.7¢ from March 2020; subway fare decreased 36.1¢; local
bus fare decreased 36.1¢; express bus fare decreased 2.3¢.

Total ridership in March 2021 of 76 million was 41.5 million (120 percent) above budget. Average
weekday ridership in March 2021 was 2.7 million (28.6 percent) below March 2020. Average
weekday ridership for the twelve months ending March 2021 was 1.9 million, 73.4 percent lower
than the twelve months ending March 2020.

Non-reimbursable expenses before depreciation, GASB 75 OPEB and GASB 68 pension
Adjustment, of $740.2 million were $3.9 million (0.5 percent), less than budget.

Labor expenses were under budget by a net $2.6 million (0.5 percent), due largely to underruns in
health and welfare and OPEB current expenses lower by $14.3 million (10.2 percent), and payroll
expenses under budget by $2.9 million (1.0 percent). Overruns in overtime of $7.6 million (16.3
percent), other fringe benefits of $2.4 million (4.9 percent), and reimbursable overhead of $3.6 million
(16.8 percent) along with minor overruns in other categories provided partial offset and resulted in
slight net favorability to the budget.

Non-labor expenses were under budget by a net $1.3 million (0.8 percent), due mostly to underruns
in paratransit service contracts of $5.8 million (16.7 percent), electric power of $1.4 million (6.0
percent), and professional service contracts of $1.1 million (9.8 percent). Overruns in maintenance
and other operating contracts of $5.9 million (24.4 percent), and minor overruns in other categories
provided partial offsets to non-labor expense net favorability to budget.

Year-to-date, non-reimbursable expenses were lower than budget by a net $107.5 million (4.9
percent), of which labor expenses underran by a net $74.1 million (4.3 percent). Health and
welfare/OPEB current expenses were favorable to the budget by $88.6 million (21.0 percent), and
payroll underran by $25.9 million (3.0 percent). Overtime overruns of $17.1 million (12.4 percent),
along with unfavorable reimbursable overhead credits $13.7 million (22.2 percent), and overruns in
other fringe benefits $6.3 million (4.3 percent), and pension $3.3 million (1.4 percent) provided a
partial offset. Non-labor expenses were favorable by a net $33.4 million (7.0 percent), including
significant underruns in paratransit service contract expenses $18.2 million (18.7 percent), materials
& supplies $10.4 million (12.5 percent), electric power $11.0 million (13.8 percent), and fuel $2.3
million (9.0 percent). Overruns in maintenance and operating contracts of $13.1 million (18.6 percent)
provided a partial offset to minor favorability in the rest of the non-labor expense categories.
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Financial Results

Farebox Revenue

March 2021 Farebox Revenue - ($ in millions)

March March Year-to-Date
avorabIeUnfavorabIe Favorable(Unfavorable
Budget |Prelim Actual| Amount Percent Budget |Prelim Actual | Amount | Percent
Subway 53.8 116.1 62. 3 115.7% 152.6 302.1 149.4 97.9%
NYCT Bus 14.2 45.0 30.8 217.4% 40.2 118.7 78.5 195.4%
Paratransit 0.0 14 14 0.0% 0.0 3.0 3.0 0.0%
Subtotal 68.0 162.6 94.5 139.0% 192.8 423.8 230.9 119.8%
Fare Media Liability 23 23 0.0 0.0% 6.6 6.6 0.0 0.0%
Total - NYCT 70.3 164.9 94.5 134.4% 199.5 430.4 230.9 115.8%

Note: Total may not add due to rounding

Average Fare

March Non-Student Average Fare - (in $)

NYC Transit
Change
2020 | Prelim 2021 Amount | Percent
Subway 2.672 2.311 (0.361) (13.5%)
Local Bus 2.164 1.803 (0.361) (16.7%)
Subway & Local Bus 2.544 2.148 (0.396) (15.6%)
Express Bus 5.924 5.901 (0.023) (0.4%)
Total 2.562 2.165 (0.397) (15.5%)

The non-student average fare decreased by 15.6 percent from the prior year.
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Non-reimbursable Expenses

Non-reimbursable expenses before depreciation, GASB 75 OPEB and GASB 68 pension
Adjustment, were $3.9 million (0.5 percent), less than budget.

Labor expenses underran budget by a net $2.6 million (0.5 percent):

Health and welfare/OPEB current expenses together were favorable $14.3 million (10.2
percent), resulting from favorable prescription drug rates, favorable Aetna rates, and
vacancies

Payroll expenses were lower than budget by $2.9 million (1.0 percent), mainly due to
vacancies

Overtime expenses overran by $7.6 million (16.3 percent), primarily due to adverse winter
weather results and vacancy coverage

Reimbursable overhead was unfavorable $3.6 million (16.8 percent), reflecting less than
anticipated capital labor expense

Other fringe benefits were unfavorable $2.4 million (4.9 percent), mainly due to unfavorable
capital support credits

Pension was unfavorable to budget by $0.9 million (1.2 percent), mainly due to unfavorable
timing of NYCERS pension charges

Non-labor expenses were net favorable to the budget by $1.3 million (0.8 percent):

Paratransit service contracts underran by $5.8 million (16.7 percent), reflecting fewer trips and
favorable timing of support costs

Electric Power was lower than budget $1.4 million (6.0 percent), mainly due to lower
consumption

Professional service contracts were under budget by $1.1 million (9.8 percent), mainly due to
the favorable timing of MTA real estate credits

Maintenance and other operating contract expenses overran by $5.9 million (24.4 percent),
due to the unfavorable timing of building expenses

Depreciation expenses in March were higher than budget by $11.5 million (7.0 percent).

The operating cash deficit (excluding subsidies) for March of $527.3 million is $77.5 million (12.8
percent) favorable to budget.
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Year to date non-reimbursable expenses before depreciation, GASB 75 OPEB and GASB 68
Pension Adjustment were lower than budget by a net $107.5 million (4.9 percent).

Labor expenses underran budget by a net $74.1 million (4.3 percent)

Health and welfare/OPEB current expenses together were favorable $88.6 million (21.0
percent) resulting from favorable timing of rebates, vacancies, and lower rates

Payroll expenses were lower than budget by $25.9 million (3.0 percent), mainly due to
vacancies

Overtime expenses overran by $17.1 million (12.4 percent), primarily due to adverse winter
weather results and vacancy coverage

Reimbursable overhead was unfavorable $13.7 million (22.2 percent), mainly due to less than
anticipated capital labor expense

Other fringe benefits were unfavorable $6.3 million (4.3 percent), mainly due to unfavorable
capital project support credits

Pension was unfavorable to budget by $3.3 million (1.4 percent), mainly due to unfavorable
timing of NYCERS pension charges

Non-labor expenses were net favorable to the budget by $33.4 million (7.0 percent):

Paratransit service contracts underran by $18.2 million (18.7 percent), reflecting fewer trips
and favorable timing of support costs

Materials and supplies underran by $10.4 million (12.5 percent), mainly due to the favorable
timing of expenses

Electric Power was lower than budget $11.0 million (13.8 percent) mainly due lower
consumption and favorable rates

Fuel was under budget by $2.3 million (9.0 percent), mainly due to lower consumption

Maintenance and other operating contract expenses overran by $13.1 million (18.6 percent)
due to the unfavorable timing of non-vehicle maintenance and repair expenses

Depreciation expenses exceeded budget by $29.0 million (5.9 percent).

The year-to-date operating cash deficit (excluding subsidies) of $1,484.4 million is $297.7 million
(16.7 percent) favorable to budget.
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Ridership Results

March 2021 Ridership vs. Budget - (in millions)
March March Year-to-Date

More(Less) More(Less)
Budget |Pre|im Actual | Amount | Percent | Budget |Prelim Actual| Amount | Percent
Subway 255 50.8 25.3 99.5% 71.3 1311 59.7 83.7%
NYCT Bus 8.3 24.6 16.3 196.5% 23.1 64.1 41.0 177.4%
Paratransit 0.8 0.7 (0.1)| (17.3%) 2.3 1.8 (0.5) (21.3%)
Total - NYCT 34.6 76.0 41.5 120.0% 96.7 197.0 100.3 103.7%

Note: Total may notadd due to rounding

March Average Weekday and Weekend Ridership vs. Prior Year
Average Weekday - (thousands

Preliminary Change Preliminary
2020 | 2021 Amount | Percent | 2020 2021
Subway 2,820 1,827 (993) -35.2% 2,590 2,186 (404) -15.6%
NYCT Local Bus 964 868 (96) -10.0% 1,001 1,056 55 +5.5%
NYCT Express Bus 21 13 (8) -38.1% 7 6 (1) -14.3%
Paratransit 24 25 1 +2.3% 26 26 1 +2.8%
TOTAL - NYCT 3,829 2,733 (1,096) -28.6% 3,624 3,274 (349) -9.6%

12-Month Rolling Average

Subway 5,273 1,348 (3,925) -74.4% 5,283 1,545 (3,738) -70.8%
NYCT Local Bus 1,661 484 (1,177) -70.9% 1,862 596 (1,266) -68.0%
NYCT Express Bus 38 10 (28) -73.7% 13 5 (8) -61.5%
Paratransit 34 20 (13) -39.6% 40 21 (19) -46.9%
TOTAL - NYCT 7,006 1,862 (5,143) -73.4% 7,198 2,167 (5,031) -69.9%

Notes: Totals may not add due to rounding. Percentages are based on unrounded figures.

e March 2021 subway ridership was 99.5 percent favorable to budget and bus ridership was
196.5 percent favorable. Paratransit ridership was 17.3 percent unfavorable to budget.

e Compared to the previous year, average weekday ridership was down 35.2 percent on
subway and down 10 percent on local bus. Express bus ridership was down 38.1 percent.
Paratransit average weekday ridership was up 2.3 percent. The subway has been more
impacted by the reduction in employment-based trips and COVID-19 related safety concerns.
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Average Weekday and Weekend Ridership

12-Month Rolling Averages
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e Average weekday and weekend ridership increased moderately in 2019, before drastic declines
due to COVID-19 travel restrictions began in March 2020.
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12-Month Rolling Averages

NYCT Local Bus
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e Local bus ridership decreased slightly in 2019 and early 2020 before declining drastically starting
in March 2020 due to COVID-19 travel limitations.
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12-Month Rolling Averages

NYCT Express Bus
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Note: Weekend express bus ridership not shown Weekday

e Express bus ridership increased moderately during 2019 and early 2020 before declining
drastically starting in March 2020 due to COVID-19 travel limitations.
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12-Month Rolling Averages

Paratransit
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e Paratransit ridership increased rapidly in 2019 due to outsize growth in E-hail and Enhanced

Broker service trips, before declining drastically starting in March 2020 due to COVID-19 travel
limitations.
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Ridership on New York Area Transit Services

Due to COVID-19 travel limitations and a sizeable reduction in employment-based trips, all transit
services in the New York area experienced steep ridership declines. SIR was one of the most
impacted, with 53.8 decline on weekdays and 99.1 percent on weekends, compared to March 2020.

In March 2021 on weekdays, the rate of decline started to slow down on subway, NYCT Bus and
MTA Bus. On weekends, NYCT Local bus ridership increased by 5.5 percent and MTA BC Local bus
ridership by 5.2 percent. Paratransit experienced a mild rebound — 2.3 percent growth on weekdays
and 2.8 percent on weekends, compared to the March of prior year. Metro-North ridership, while
experiencing the largest drop on weekdays (66.2 percent), at the same time saw the largest gains
(63.8 percent) on weekends, compared to March 2020. Similar picture can be observed in LIRR and
PATH: while still showing low ridership on weekdays (43.9 and 49.2 percent lower than in March
2020, respectively), they started to grow on weekends (13.3 LIRR and 11 percent PATH).

Ridership on Transit Services in the New York Area

(thousands)
12-Month Rolling
Prelim Percent Rolling Avg Rolling Avg | Average Percent

Transit Service Mar-21 Change Prior Year | Current Year Change
Average Weekday

Subway 2,820 1,827 -35.2% 5,273 1,348 -74.4%
NYCT Local Bus 964 868 -10.0% 1,661 484 -70.9%
NYCT Express Bus 21 13 -38.1% 38 10 -73.7%
Paratransit 24 25 +2.3% 34 20 -39.6%
SIR 9 4 -53.8% 15 3 -81.3%
MTA Local Bus 202 185 -8.3% 346 102 -70.5%
MTA Express Bus 16 9 -43.8% 27 9 -65.8%
LIRR 132 74 -43.9% 301 60 -80.1%
Metro-North 142 48 -66.2% 270 46 -83.0%
PATH 126 64 -49.2% 274 49 -82.1%
Average Weekend

Subway 2,590 2,186 -15.6% 5,283 1,545 -70.8%
NYCT Local Bus 1,001 1,056 +5.5% 1,862 596 -68.0%
NYCT Express Bus 7 6 -14.3% 13 5 -61.5%
Paratransit 26 26 +2.8% 40 21 -46.9%
SIR 3 0 -99.1% 4 1 -71.8%
MTA Local Bus 203 213 +5.2% 373 119 -68.0%
MTA Express Bus 6 5 -25.7% 12 5 -57.9%
LIRR 83 94 +13.3% 202 61 -69.8%
Metro-North a7 77 +63.8% 236 59 -75.0%
PATH 73 81 +11.0% 178 57 -68.0%

Note: Percentages are based on unrounded data.
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MTA NEW YORK CITY TRANSIT

FEBRUARY FINANCIAL PLAN 2021
TOTAL POSITIONS BY FUNCTION AND DEPARTMENT
NON-REIMBURSABLE AND FULL-TIME POSITIONS/FULL-TIME EQUIVALENTS

March 2021
Adopted  Actual VENERSS Explanation
Administration:
Office of the President 25 21 4
Law 240 236 4
Office of the EVP 10 17 7)
Human Resources 196 185 11
Office of Management and Budget 30 27 3
Strategy & Customer Experience 180 172 8
Non-Departmental - 0 0
Labor Relations 78 74 4
Office of People & Business Transformation 14 11 3
Materiel 153 199 (46)
Controller 102 101 1
Total Administration 1,028 1,043 (15)
Operations:
Subways Service Delivery 7,916 7,648 268  Vacancies mainly due to Train Operators and Conductors.
Subways Operations Support/Admin 395 398 3)
Subways Stations 2,316 2,297 19
Subtotal Subways 10,627 10,343 284
Buses 10,782 10,556 226  Vacancies mainly due to Supt and Bus Operators.
Paratransit 183 179 4
Operations Planning 364 316 48
Revenue Control 560 547 13
Non-Departmental 173 - 173
Total Operations 22,689 21,941 748
Maintenance:
Subways Operations Support/Admin 88 76 12
Subways Engineering 312 308 4
Subways Car Equipment 4,663 4,621 42
Subways Infrastructure 1,870 1,801 69  Vacancies mainly due to hourlies.
Subways Elevators & Escalators 452 472 (20)
Subways Stations 3,324 3,118 206  Vacancies mainly due to Supv and hourlies.
Subways Track 3,110 2,754 356  Vacancies mainly due to Supv and hourlies.
Subways Power 648 623 25
Subways Signals 1,704 1,610 94 Vacancies mainly due to hourlies.
Subways Electronic Maintenance 1,555 1,442 113 Vacancies mainly due to hourlies.
Subtotal Subways 17,726 16,825 901
Buses 3,398 3,300 98  Vacancies mainly due to hourlies.
Supply Logistics 523 515 8
System Safety 85 78 7
Non-Departmental (49) 14 (63)
Total Maintenance 21,683 20,732 951
Engineering:
Capital Program Management 1,302 1,129 173 Vacancies mainly due to Mgrs and PTEs
Total Engineering/Capital 1,302 1,129 173
Public Safety:
Security 633 584 49
Total Public Safety 633 584 49
Total Positions 47,335 45,429 1,906
Non-Reimbursable 42,620 41,467 1,154
Reimbursable 4,715 3,962 753
Total Full-Time 47,178 45,312 1,866
Total Full-Time Equivalents 157 117 40

J:\BUSINESS\2021Bud\Headcount Reporting 2021\2021-03\2021_March_Total Positions_MTA submission_form_040821
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MTA NEW YORK TRANSIT

FEBRUARY FINANCIAL PLAN 2021
TOTAL POSITIONS by FUNCTION and OCCUPATION
FULL-TIME POSITIONS and FULL-TIME EQUIVALENTS

March 2021
FUNCTION/OCCUPATION Adopted Actual Variance Explanation
Fav./(Unfav)
Administration:
Managers/Supervisors 326 339 (13)
Professional, Technical,Clerical 670 673 (3)
Operational Hourlies 32 31 1
Total Administration 1,028 1,043 (15)
Operations:
Managers/Supervisors 2,791 2,565 226
Professional, Technical,Clerical 491 479 12
Operational Hourlies 19,407 18,897 510
Total Operations 22,689 21,941 748
Maintenance:
Managers/Supervisors 3,877 3,619 258
Professional, Technical,Clerical 882 814 68
Operational Hourlies 16,924 16,299 625
Total Maintenance 21,683 20,732 951
Engineering/Capital:
Managers/Supervisors 353 283 70
Professional, Technical,Clerical 947 844 103
Operational Hourlies 2 2 0
Total Engineering/Capital 1,302 1,129 173
Public Safety:
Managers/Supervisors 266 239 27
Professional, Technical,Clerical 32 31 1
Operational Hourlies 335 314 21
Total Public Safety 633 584 49
Total Positions:
Managers/Supervisors 7,613 7,045 568
Professional, Technical,Clerical 3,022 2,841 181
Operational Hourlies 36,700 35,543 1157
Total Positions 47,335 45,429 1,906

J:\BUSINESS\2021Bud\Headcount Reporting 2021\2021-03\2021_March_Total Positions_MTA submission_form_040821
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Preliminary March 2021 Report:
Staten Island Railway

The purpose of this report is to provide the preliminary March 2021 financial results on an accrual
basis. The accrual basis is presented on both a non-reimbursable and reimbursable account basis.
These results are compared to the Adopted Budget (budget).

Summary of Preliminary Financial Results

Preliminary ridership and accrual results, versus budget, are summarized as follows:

e March 2021 Staten Island Railway ridership of 91,130 was 22,989 rides (33.7 percent)
above budget. Average weekday ridership of 3,957 was 4,617 rides (53.8 percent) lower
than March 2020.

e Farebox revenue of $0.142 million was $0.038 million (36.7 percent) above budget. The
overrun was due to higher than expected ridership.

= Operating expenses were under budget by $0.884 million (15.9 percent).

o Labor expenses were less than budget by $0.515 million (11.5 percent).

o Non-labor expenses were also less than budget by $0.370 million (33.7 percent).
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STATEN ISLAND RAILWAY FINANCIAL AND RIDERSHIP REPORT

March 2021
(All data are preliminary and subject to audit)

Preliminary Actual Results Compared to the Adopted Budget (budget)

March 2021 Staten Island Railway ridership of 91,130 was 22,989 rides (33.7 percent) above
budget. Average weekday ridership of 3,957 was 4,617 rides (53.8 percent) lower than March
2020. Average weekday ridership for the twelve months ending March 2021 was 2,856, which is
12,414 rides (81.3 percent) lower than the twelve months ending March 2020.

Farebox revenue of $0.142 million was $0.038 million (36.7 percent) above budget. The overrun
was due to higher than expected ridership.

Operating revenue of $0.195 million was below budget by $0.117 million (37.5 percent) due to
underrun in school fare reimbursement and advertising revenue, partly offset by favorable
farebox revenue. Year-to-date operating revenue of $0.591 million was $0.322 million (35.3
percent) under budget, due to underruns in school fare reimbursement and advertising revenue,
partly offset by favorable farebox revenue.

Nonreimbursable expenses in March, before depreciation, GASB 75 OPEB Expense
Adjustment and GASB 68 Pension Adjustment, were less than budget by $0.884 million (15.9
percent).

e Labor expenses underran budget by $0.515 million (11.5 percent), due primarily to
favorable results in Health and Welfare current expenses of $0.296 million (46.4 percent)
resulting from favorable prescription drug rates, favorable medical rates, vacancies and
the favorable timing of expenses/credits. Overtime expenses underran by $0.104 million
(41.2 percent), attributable to timing of MOW work assignment. Payroll expenses were
below budget by $0.035 million (1.5 percent), due principally to vacancies.

e Non-labor expenses were also below budget by a net $0.370 million (33.7 percent),
including an underrun in Professional Services Contract of $0.233 million (99.5 percent),
due primarily to timing.

Year-to-date, expenses were below budget by $1.113 million (6.7 percent), including underruns
in labor expenses of $0.576 million (4.3 percent), which were driven mostly by an underrun in
Health and Welfare expenses of $0.572 million (29.9 percent) resulting from favorable
prescription drug rates, medical rates, and timing of expenses/credits. Payroll expenses were
less by $0.367 million (5.4 percent), due mainly to vacancies. Non-labor expenses were slightly
less than budget by a net $0.536 million (16.3 percent).

Depreciation expenses of $0.891 million were below forecast by $0.109 million (10.9 percent).
There were no expenses reported for GASB 75 OPEB Expense Adjustments nor GASB 68
Pension Adjustment in the month of March.

Operating cash deficit (excluding subsidies) reported in March of $3.820 million was $1.141
(23.0 percent) favorable to budget. On a year-to-date basis, the operating cash deficit was
$13.400 million, which was $1.678 million (11.1 percent), favorable to budget.
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MTA Staten Island Railway
February Financial Plan
Total Full-Time Positions and Full-Time Equivalents
Mar 2021

Favorable/

Adopted Actual (Unfavorable)

Administration

SIR Executive 6 5 1
SIR General Office 13 10 3
SIR Purchasing Stores 4 3 1
Total Administration 23 18 5
Operations
SIR Transportation 152 134 18
Total Operations 152 134 18
Maintenance
SIR Mechanical 53 53 0
SIR Electronics Electrical 18 18 0
SIR Power Signals 32 29 3
SIR Maintenance of Way 89 73 16
SIR Infrastructure 16 16 0
Total Maintenance 208 189 19
Engineering/Capital
SIR Reimbursable Program Support 6 2 4
Total Engineering/Capital 6 2 4
Total Positions 389 343 46
Non-Reimbursable 336 315 21
Reimbursable 53 28 25
Total Full-Time 389 343 46
Total Full-Time-Equivalents 0 0 0

FinalFY21
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MTA STATEN ISLAND RAILWAY
FEBRUARY FINANCIAL PLAN
TOTAL POSITIONS by FUNCTION and OCCUPATION
FULL-TIME POSITIONS and FULL-TIME EQUIVALENTS

Mar 2021
FUNCTION/OCCUPATION Adopted  Actual , -avorable/
(Unfavorable)
Administration
Managers/Supervisors 13 10 3
Professional/Technical/Clerical 6 6 0
Operational Hourlies 4 2 2
Total Administration 23 18 5
Operations
Managers/Supervisors 26 23 3
Professional/Technical/Clerical 6 6 0
Operational Hourlies 120 105 15
Total Operations 152 134 18
Maintenance
Managers/Supervisors 25 23 2
Professional/Technical/Clerical 6 7 (1)
Operational Hourlies 177 159 18
Total Maintenance 208 189 19
Engineering/Capital
Managers/Supervisors 4 2 2
Professional/Technical/Clerical 2 0 2
Operational Hourlies 0 0 -
Total Engineering/Capital 6 2 4
Total Positions
Managers/Supervisors 68 58 10
Professional/Technical/Clerical 20 19 1
Operational Hourlies 301 266 35
Total Positions 389 343 46

FinalFY21  Master Page # 133 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



Preliminary March 2021 Report:
Bus Company

The purpose of this report is to provide the preliminary March 2021 financial results on an accrual
basis. The accrual basis is presented on a non-reimbursable account basis. These results are
compared to the Adopted Budget (budget).

Summary of Preliminary Financial Results

Preliminary ridership and accrual results, versus budget, are summarized as follows:

March 2021 Bus Company ridership of 5.4 million was 3.5 million (186.4 percent) above budget.

Farebox revenue of $10.1 million was $6.7 million (195.9 percent) above budget.

Total expenses of $72.7 million were $20.9 million (22.3 percent) below budget.

o

Labor expenses were lower than budget by $3.0 million (5.3 percent), Overtime expenses
were lower than budget by $1.2 million (14.0 percent). Other Fringe Benefits were lower
than budget by $1.2 million (18.3 percent). Health and Welfare (including OPEB)
expenses were lower than budget by $0.8 million (7.2 percent). Payroll expenses of $0.8
million (3.0 percent) were greater than budget. Pension is lower by $0.6 million (10.4
percent).

Non-labor expenses were favorable to budget by $6.9 million (30.7 percent), Materials
and Supplies expenses were favorable by $1.1 million (22.0 percent). Maintenance and
Other Operating Contracts expenses were lower than budget by $1.9 million (46.5
percent). Claims expenses were favorable by $2.1 million (31.8 percent). Professional
Service Contracts were lower than budget by $1.6 million (44.2 percent). Other Business
expenses were less than budget by $0.2 million (41.4 percent). Insurance was lower than
budget by $0.2 million (30.0 percent).
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MTA BUS FINANCIAL AND RIDERSHIP REPORT
March 2021

(All data are preliminary and subject to audit)

Preliminary Actual Results Compared to the Adopted Budget (budget).

Total Revenue was $10.6 million in March, $5.4 million (101.9 percent) greater than budget, mainly
due to higher Farebox Revenue. Farebox Revenue was favorable by $6.7 million (195.9 percent)
primarily due to higher ridership and higher average fare. Other Operating Revenue was unfavorable
by $1.3 million (73.2 percent) due to lower Student fare reimbursement due to COVID-19, lower
Advertising, and lower recoveries from Other Insurance and Other Contract services.

Total MTA Bus ridership in March 2021 was 5.4 million, 186.4 percent (3.5 million riders) above
budget. March 2021 average weekday ridership was 193,981, a decrease of 10.9 percent (23,820
riders) from March 2020. Average weekday ridership for the twelve months ending March 2021 was
111,285, a decrease of 70.2 percent (261,580 riders) from the twelve months ending March 2020.

Non-reimbursable expenses, before Depreciation, Other Post-Employment Benefits and GASB 68
Pension Adjustment, were $69.1 million in March, 9.9 million (12.5 percent) favorable to budget.

o Labor expenses were lower than budget by $3.0 million (5.3 percent), Overtime expenses
were lower than budget by $1.2 million (14.0 percent), due to lower unscheduled overtime,
COVID-related cleaning, programmatic maintenance and the essential overnight service
partially offset by lower availability and prior period expenses. Pension is under by $0.6
million (10.4) percent due to timing of expenses. Other Fringe Benefits were lower than
budget by $1.2 million (18.3 percent), mainly due to timing of interagency billing and Worker's
Compensation expenses. Health and Welfare (including OPEB) expenses were lower than
budget by $0.8 million (7.2 percent), primarily due to lower medical & hospitalization and
OPEB expenses, partially offset by higher prescription coverage expenses, life Insurance
cost and lower Health & Welfare Reimbursement. Payroll expenses overran by $0.8 million
(3.0 percent), primarily due to higher sick payment and lower attrition.

o Non-labor expenses were less than budget by $6.9 million (30.7 percent), Fuel expenses
were higher than budget by $0.3 million, (16.3) percent primarily due to unfavorable diesel
costs partially offset by favorable consumption compared to budget. Materials and Supplies
expenses were favorable by $1.1 million (22.0 percent), mainly due to lower usage of general
maintenance material as well as timing of radio equipment maintenance/repairs and COVID-
19 expenses. Maintenance and Other Operating Contracts expenses were favorable to
budget by $1.9 million (46.5 percent), mainly due to the timing of facility maintenance, Bus
Technology, farebox maintenance, Shop Program and COVID-19 expenses. Claims
expenses were lower than budgeted by $2.1 million (31.8 percent) due to the timing of
expenses. Professional Service Contracts were lower than budget by $1.6 million (44.2
percent), due to the timing of interagency billing, Bus Technology, and service contracts.
Other Business Expenses were less than budget by $0.2 million (41.3 percent), due to lower
print and stationery supplies, and the timing of Automatic Fare Collection (AFC) fees, Mobility
tax, and other misc. expenses. Insurance expenses were lower than budget by $0.2 million
(30.0 percent) due to timing of expenses.

Depreciation expenses of $3.6 million were 1.2 million (24.3 percent) below budget as result of the
timing of asset replacement. No expenses or credits were recorded in March regarding GASB 68
Pension Adjustment, and GASB 75 OPEB Expense adjustment.

The operating cash deficit (excluding subsidies) was $42.9 million, $20.6 million (32.5 percent)
favorable to the budget.

Master Page # 135 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



synsal LA S,yiuow juanbasqns ay) ur painjdes aq [|Im YaIym ‘sjuawisnipe asojo-}sod apnjoul Jou Op S|enjoe ,SYUOW JusLINd
8y} Jey} ajou ases|d ‘juswisnipe pue malaal 0} 193lgns aie pue Jabpa| [ei1auab sy} Jo asojo Aleulwidid 8u) uo paseq ale s)Nsay :9JoN

Buipunol o} anp ppe jou Aew sjejo] 310N

(ioyaq@)/sniding 3oN

sasuadx3 |ejo]

uoljelpaway |ejuswuoliAug
Juswysnlpy uolsuad 89 gSVO
juswysnlpy asusdx3 g340 G2 SV
uoneroaidaq

liger ysed-uonN a10jaq sasuadxy |ejo |

sasuadx3 Joge]-uon |ejo|

asuadx3 ssauisng Jayi0

so||ddng % s|eusie

SJOBJJUOD) BDIAIBS [BUOISSDJ0.d

yenuo BuneladQ JayyO pue soueusjule|
swie|;g

aouelInsu|

[EUE]

19MOd 01}09|3

:J0qe7-uoN

sasuadx3g JoqeT |ejoL
peaylanQ a|gesinquiiay
JUNo2dY gSVO

sjyouag abul4 Jayi0
suolsuad

juswAhed juaund 9340
Slej|s\\ pue yjjesH
QWIMAAD

Jjoiked

:joqe]

Sasuadxg

anuaAay |ejo L
sjuswasinquiay JayjO pue [exde)
awosu| BuesadQ JaY10

anuanay xogaie

anuanay

L'62 592°92$ (980°29%) (zse889) - 0000$  000°0% 000°0$ L6z 69z'9z$ (980°29%)  (15€'88%)
[x44 0sz'1z$ 158°2L$ 201'76$ 0LL LvE0$  LbL0$ 687°0$ P44 €06°028  0LL2LS Z19'¢6$
000l €18¢ - €18'¢ - - - - 0001 cige - XX
000l 8609 - 8G0'9 - - - - 0001 850'9 - 8G0'9
(74 z51L$ 665°¢$ VAN % - 0000$  000°0% 000'0$ 74 5118 G6S'€$ YAN%
6zl 9zZZ'0L$ 952'69$ £81°6.$ 0LL ve0$  LpL0$ 68%°0$ (4} 6.8'6$ SLL'69% £66'8.$
ole 786'9$ 695°G1$ 256°22$ 000l 860°0$  000°0% 860°0$ L0g ¥88'9$ 695°G1L$ ysv'zes$
iy 9910 G€Z0 L0¥'0 - - - - 5% 9910 GE€Z0 L0¥'0
1'€2 €zl Z90'Y 68Z'S 000l 1100 - 1200 02z SLL 290'Y 20Z°S
A4 G851 6661 G8G'¢ - - - - (444 685l 666°L G8G°¢
19v 961 A 102 000l 1200 - 1200 Sop £v6'L 8€22 08L'¥
8'Le G60°C 005 G659 - - - - g'lLe G602 005’ G659
00€ €810 1210 0190 - - - - 00¢ €810 12¥°0 0190
(g91) (z8z0) z10e 0eL’l - - - - (e91) (z8z'0) z10e 0eL’l
£ee 8¥0°0% 960°0% Sv1°0% - 0000$  000°0% 000°0% gee 8v0'0% 960°0% Sv1°0%
L's yrzes 189°€5$ 1£6'95$ 1'¢9 6v2°0%  L¥L'0$ 16€°0$ €g ¥66'2$ SYS'€S$ 6£5°95$
(8'v2) (000°0) - 0000 (2:9) (¥00°0) €800 600 'S ¥00°0 (€80°0) (620°0)
z'8l ¥61°L 8Ye'g £¥5'9 - (500°0) 5000 - £gl 661°1L £ve's £¥5'9
0l €850 9v0's 829'G - - - - volL €850 9v0's 829'G
Lyl 62€°0 ¥06°'L zeTT - - - - L'yl 62€0 ¥06°L zeTT
99 ¥15°0 £zZL'8 1698 000l 61170 - 6L1L°0 R} ¥$¥°0 €Z1L'8 8168
6¢l 1811 8lLeL 6618 - (800°0) 8000 - oyl 681°L oLeL 6618
(¥2) (719°09%) 1v6'52$ ££6°62$ 19/ 8v1'0$  Sv0'0$ £61°0$ (0°¢€) (€92°08)  206'G2$ 6£1°62$
T8 9L0's$ S9L°0L$ 0SL'S$ (Zve0$)  L¥L0$ 687°0$ * 29¢'5$ €29°01$ 192°6$
(0°12) (2v€0) Lv10 6810 (0°12) (2ve0) Lv10 68%°0 - - - -
(zeL) (sveL) 2610 1€8°1L - - - - (zel) (ve'L) 26%°0 1€8°1L
. 102°9% LEL0LS yZr'es - 0000$  000°0% 000°0% . 102°9% LELOLS yZr'e
Judalad aouelep |enjoy 19b6png Juadiad ddsuelep |lenjoy  jabpng jJusdldd ddueliep |enjoy 19b6png
paydopy peydopy paydopy
(ajqesonejun) (aiqesonejun) (ajqesonejun)
a|qelone d|qelone a|qelone
|ejol a|gesinquiay a|gesinquidiuoN
(suoyw ur ¢)
1202 Yyaiey

L 3navl

A¥0931VI A9 SNOILVYIO 40 INIFWILVLS TVNHIOV
jobpng paydopy 1zZ0zZ - ueld |eroueulq Aienigad

ANVdNOD SNE V1N

Master Page # 136 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



S}Nsal LA S.Uuow

juanbasgns ay) ul painjdes aq [IM YoIYM ‘sjuswisnipe 8sojo-}sod apnjoul Jou Op S[ENJO. SYIUOW JUSLIND B} Jey} jou

aseald ‘jJuawisnipe pue malaal 0} }oalgns ale pue 1abpa) [essuab ay) jo asojo Aseul

|o1d 8y} Uo paseq aJe s)nsay :SJON

Buipunou 0} anp ppe jou Aew s[ejo] 3] ON

0
(3royeq@)/sniding 10N

sasuadx3 |ejo ]
|0ljeIpaWayY |ejusWUOIAUT
wysnipy uoisuad 89 4SVO
resuadx3 9340 G2 9SVO
uoperoaldag

N @1042q sasuadx3 |ejo |

ysuadxg Joge]-uop |ejo |
asuadx3 ssauisng Jayi0
s9||ddng B s|eusje

JJUOD BIIAIBS [BUOISSS)0Id
10 Jayi0 pue ssueusjule
swie;p

aouelnsu|

[EUE]

JaMod o1309|3

.10qe7-uoN

sasuadx3 Joqe |ejo
peaylanQ s|gesinquiay
JUNOJdY gSVO

s)yauag abul4 Jay0
suolsuad

swAhed juaung g3d40
SIej|9\ pue yjjesH
EIITEYYe)

llolhed

.oqe]

Sasuadxg

anuaAay [ejol
Inquiay Jayy0 pue [exde)
awoou| bupeladQ JaY10
anuanay xogase
anuanay

6'L2 88¢'0L$  (6¥Zz8L$) (L£92ST$) 00 000°0$ 0000$  000°0$ 6.2 68¢'0.$  (6vz'z8l$) (8€9'252$)
vz 661°L5$ €L5°L12$  2,0°69Z% 16l S9Z'0$ €ZL'LS  88¢'L$ iz €€7°L5$ LSv'0Les  ¥89°.92%
000l 118701 - 118701 - - - - 0001 118701 - 118701
000l ¥8LLL - ¥8LLL - - - - 0001 y8LLL - v81LL
zoL 11€71$ 88021  99v'EL$ - - - - zolL 11€1$ 88021 99v'eLS$
vzl 0z1°'82$ G8¥'661$  509°22Z$ 16l S9Z'0% for4 N K-S -1 K £zl 668°22$ z9c'86l$  8LZ'9ZT$
yee 65€'12$ yL9'Z¥$  696'€9$ 000l  6.Z0$ 0000$  6.2°0$ X5 9.0°12$ r19°Zv$ 069°£9%
(014 L1S0 1290 L8171 - - - - 0'sY 1160 1290 LELL
RS S90°G GZ6'6 06671 000l 6120 - 6120 8Z¢ 98y GZ6'6 LLL YL
(334 297y 801G 0170} - - - - 6'eh 297y 80L'S 010}
g'GY 161G 6519 9L6'LL 000L 0900 - 0900 G'Gh 86¢°'S 659 96811
8.2 802G 00S°€l 80.'81 - - - - 8.2 802G 005°€l 80.'81
6'6Z Y10 z82'L 62’1 - - - - 6'6Z 1v¥0 z8TL 6zL'L

ze GG1L°0 eSLY 106 - - - - ze GG1L°0 zSLY 106'f
zzL 050°0% 29¢°0$ AR A - 000°0$ 0000$  0000$ zzl 050°0% 29¢°0$ ZL70$
Ly 69.'9% 118'9GL$  9€9°€91$ @) (€10°0$) €z1'L$  60L°LS (47 6.L°9% 8vL'SSLS  LZSTILS
. (691°0) 691°0 (000°0) . (9vz0) 0Lt°0 €220 L've 1200 (00g°0) (¢zz'0)
(4" £62°C 99Z'91 65581 - (500°0) 5000 - vzl 8622 192°91 65581
98 11€7) 9851 €96°G1 - - - - 98 1€ 985 ¥ £96°'G1
66 5290 G0L'S 0€e’9 - - - - 66 G290 S0L°S 0€€'9

A z8L°L 98822 89942 000l  8£€0 - 8€€0 6'G ShiL 98822 Leeve
'8l 69 81902 8G2'ST - (800°0) 8000 - v'al Y9y 01902 8G2'SZ
(z9) (e82°¢9%) 0v9'9.$  158TL$ (291)  (260°0%)  0¥90$  8¥50% (16) (169°¢) 0009.$ 60£2.$
¥'8L 068'ZL$ vze6zs  vEV'OLS (16l)  (g9z'0$)  €zLLs  L8€°L$ ¥'.8 ySLELS 10Z'82$ Lv0'SLS
(161) (g9z°0) €zl 18¢1L (1e61)  (g9z°0) €zl 18¢1L - - - -
(1) (g98°¢) SYE'L 0Lz's - - - - (Zv2) (598°¢) SYeL 0Lz's

. 6L0°LLS$ 958'92$  L€8'6% - 000°0$ 0000$  000°0$ . 6L0°LLS 958'92% 1€8'6
Juadlad  ddueleA |enjoy 19b6png JUd2Idd 9dueuep  |enjoy 19b6png JuU9dIdd  ddueLIBA |enjoy j39bpng
paydopy paydopy pajdopy

(aiqelonejun)
a|qesoneq

(aiqesonejun) (ajqesonejun)
a|qesoneq a|qesoney

lejol

¢3gavl

a|qesinquiay 9|qesInquiaiuoN

(suoyw ur ¢)
a)eq-o]-1edA 1Z0Z Yd1e|y
A¥0931VI A9 SNOILVYIO 40 INFWILVLS TVNHIOV
jobpng pajdopy 1zZ0zZ - ueld |eroueulq Arenigad
ANVdAINOD SNE VLN

Master Page # 137 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



€3navl

6°L2 88€'0L $ L6z §929Z $
vie 66¥°LS $ 9ze 0sz'iz $
. 6120 $ ® .00 $ o
. 0900 $ (G- 1200 $ o
-8 (e) - $ o
x (ovz0) $ B (¥000)  § el
(s000) $ (5000 $ o
- $ sabieyo Jo Buiwiy - $ o
0001 8€€°0 $ 0001 6110 $ o
. (8000) $ () . (8000) $ El
(291)  (z600) $ (&) LoL srio  $ o
- -8 - s uN
000} L1801 $ (8) 000} €8s $ uN
000} 8LLL $ (8) 000} 8509  $ uN
Juewaoe|das josse Jo Buiwil  zoL 1.8 $ Jusweoe|del josse Jo Buiwil €% 5L $ N
sasuadxe "0sIW Jayjo pue ‘xe) AJjIqop\ ‘ses) (Q4Y) uonos||0) ’ ) sasuadxe osiW Jayjo pue ‘xe) A)|Iqol ‘ses) (D4y) uons|jo) . }
ale onewony Jo bi ) 8y} pue ‘salddns Aiauone)s pue juud JamoT o'sy 150 $ ale4 onewojny Jo Buiwn ay) pue ‘seiddns Aisuonejs pue juud Jjemo vy 9910 $ N
sasuadxa 61-QIAQD pue siledai@oueusiurew yuawdinbs oipel jo Buiwn sasuacke
Se [Jom SE [eLaIEW BoUBUBIUIEW [EJBUSE Jo aBesn Jemoj o} enp Ajurepy  © CF sy $ 61-Q1A0 pue suteda/eoususjulew jusuidinbd olpel Jo bty ¢'zz svih $ aN
SE ||om Se [eLajew soueuBjulewW [eauab Jo abesn Jamo) o} anp Ajuley
S]0B1JU0D 90IAIS pue ‘ABojouyos] sng ‘Bullig Aousbessyul jo Bulwl] gy 29ty ¢ S)oBJJUOD 201AIeS pue ‘ABojouyoa] sng ‘Bulljiq Aousbelsejul Jo Bulwil  zZ'py G851 $ N
sasuadxa 61-QIAQD pue weiboid doyg ‘soueusjuiew ) ) sasuadxa 61-QIAQD pue weliboid doyg ‘eoueusjuiew ) .
xoqauey ‘ABojouyoa ] sng ‘soueusiulew Ayjioe} jo Buiwn ayy Ajurepy §'sy 86€'S $ xogaJe} ‘ABojouyoa] sng ‘eoueusjutew Ayjioey Jo Buiwn ayy Ajutepy sor £v6°L $ uN
sesuadxa jo Buiwi,
I i) 9z s0zs  § sosuadxe jo Buiwi] g Lg S60C $ N
sasuadxa Jo Buiwi]
&5z 0§ sosuadxe Jo Bulwil  0'0¢ €810 $ N
S)s00 JoBpnq 0} pasedwioo uoldwNsuod 8|qeIoA.)
1s91p Jaybiy Aq 1osyo Ajjented uondwnsuoo jeny 1emo| 0} anp AU 2-¢ ssl0 $ £q 105340 Ajleied soud esalp a|qeloneun Aq UsAup Allewnd  (£'91) (z8z0) ¢ uN
e
© g 0500 $ (e) eee 8v00  $ N
e
© Lve 2.00 $ (®) 25 000  $ uN
*sasuadxe uonesuadwo) s,Jexiop pue Buljjig Aousbelssjul jo Bulwil  4z| 8622 $ sosuadxa uonesuadwo) sJexiop pue Bulliq Aousbesayul jo Bulwil  ¢gL 6611 $ N
sesuadxe jo BulwIL  g'g e 8 sesuadx3 jo Buiwiy  ¥OL €850 § N
JuBWIaSINGUIIDY BIBJOA B UBaH JUBWIASINGUIIDY BIBJOAN B UIBSH Jomo|
1oMo| pue }s02 8ouelnsu| aji ‘sasuadxe abelenod uonduoseid Jeybly g9 002 $ pue 1500 8oueInsu| a) ‘sasuadxa abelenod uonduoseud Jeybly kg zy 2820 $ N
Aqesyo A ed ‘sasuadxe g340 pue uoljezijejidsoy g [edlpawl Jamo 19syo Ajjenued ‘sasuadxe g34Q pue uonezije)idsoy g [edlpawl JomoT]
Aujgejieae semoy Aq 19s)0 Ajngejiene sjemol Aq jesyo Ajjened
AjlenJed eojnses Jybiuleno [epussse sy pue ‘soueusiulew onewwelboid  pg| 199 $ 801AI8s JyBluleno [eussse ay) pue ‘soueusjulew ojewwelboid  op) 68L°L ¢ °N
‘Buiues|o pajejRI-QIAQD ‘OWIISAO pa|Npayasun Jamoj Ajuewld ‘Buiues|o pajejel-QIAQD ‘DWILAA0 Pa|Npayosun Jamo| Ajuewiid
uonue Jomo| pue ‘swr [euosied | § .
PUE OIS 40 N0 YSEd JouBIy JuswiAed UonEoEA JoUBIY o} 8NP AlBWd (19 (169°€)  § uoniye Jamo| pue Juswiked xois soybly 0} enp Ajuewud  (0°€) (e9L0) ¢ uN
v'8L 688°ZL ¢ T8 SLo's $
sesuadxa jo Buiwil  (1°64) (g9z’0) ¢ sesuadxe jo Buiwi) (ve0) ¢ )
S90INIDS S90IAI0S
JOBIUOD JAYJO PUE B0UBINSU| JBYJO WOJ) SaLaA0oa] ‘BUISIIOADY  (Z°12) (s98€) ¢ JOBJUOD JOYIO PUE SOUBINSU| JOYIQ WOL) SBLIBA0DBI ‘BUISIIOADY  (Z'€2) (sve)) $ N
19MO| SE [joM SE B1-AIAQD O} 8NP JUSWSSINGIIS] 1By JUSPNIS JOMOT 19MO| SE |[oM SE 61-0IAQD O} NP JUSWSSINGUIIL] B.18) JUSPN)S JoMOT
a.Jey ebesane Jaybly pue diysiepu Joybiy 6L0LL $ a1e) ebeisne saybly pue diysiepu JayblH 1029 $ uN
% $ % $
90UEBLIE/\ 10} UOSEDY SoUBLIE 90UEBLIE/\ 10} UOSEDY S0UBLIE
(e|qeionejun) (a|1qeJoneyun)
a|qeioney a|qelone

91eQ-01-JeaA

1202 y21eny

(suoljiw ur §)

SISVE TVNEIIV TVNLOV ANV 139aNg NI3IML3E9 STIONVIYVA 40 NOILYNVIdX3

196png pajdopy 120z - ue|d |eldueulq Atenigaq

ANVdINOD sng V1IN

%G UBY) SS3] 90Ul

eA - (B)
adueLeA JON

adueliep) asuadx3 |ejo)
$91|ddng @ S[euslep
bupesadQ JaYi0 pue soueuBURH
S}OBJJUOD SDINISS [EUOISSDJ0Id
PEaYIaNQ S|qesInquiiey
sjyouag abul4 Joul0

uoisuad

alejja/\ PuE UileaH
BWINEAQ

|loikeq

uonEIpaWaY [BJUSLILONIAUT
Jswsnipy uoisuad 89 8SYO
sjyeuag Juswhojdw3 1sod Joyio

uoneroaideq

asuadx3 ssauisng Joyl0

sal|ddng 3 sjeuslepy

SJOBIJUOD SOIAISS [BUOISSJOI]

sjpenuoy
Bunesado Jayl0 pue souBUB B

swiely

@oueINSU|

[SUE]
1amod U083

PESYIaAQ B|gesinquiey
sjyouag abun4 Joy10

uoisuad

(8340 Butpnjoul) a1ey M pue yyesH

TR

lloikeq

3dUBLIEA SNUAASY [BJOL

sluswasinquiiey JOY0 pue [eyded

anuaney Bunesedo eyl

anusAey Xogaled

lobaje) asuadx3 10
anuaAsy oLBUD

Master Page # 138 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



¥ 3navil

Buipunou o0} anp ppe jou Aew s[ejo] 31 ON

)/snjding yses Bunesado

sainjipuadxy |ejo

Hpuadx3 Joge-uoN |ejo
sasuadx3 ssauisng Jayi0
sal|ddng B sjeusie
21JUOD) 9DIAISS |BUOISSD}0Id
dO JayjO pue adueusjule
swre;p

aoueInsu|

1on4

1amod ouo9|3

:]oqe7-uoN

sainjipuadxy Joge |ejo L
peayianQ s|gesinquiay
JUNO2dY 9SVO

syyeuag abuu4 18y
suoisuad

JuswAed juaun) 9340
8Jej|a\\ pue yjjesH
BWINBAQ

JloJAed

oqeq

Sainyipuadxg

s)diaoay |ejol

Jinquiisy Jayjo pue [eyden
anuanay BunesadQ Jayi0
anuanay xogaie
[STIEEEN)

zeT  sovvbs  (09Z°LvL$) (S99°161%) g 4> ¢19'0z$  (088'z¥$)  (c6¥°€99)
€6l 16'1€$ 085S LLLS 1S5°602% 81z LLL'GLS  6Zvbss 009°69%
8'be ZYT6L$ S£0°9€$  8.Z'GSS 1’1 er'6$ £00°6$ 9zv'8L$
L'sy  S0S°0 2590 9611 z9¢ 6510 9¥Z'0 G8e'0
ey 1699 £55°8 Yy Gl €05 8G6G°C €252 180°G
(0'8) (8280 0LL'LL Zre ol v'19 ¥2e'e £zL'L rre
LSy S€S°S £85°9 8Lzl v1G 6leC 0zl 6€0'¥
¥'S9 0609 86L°¢ 6v2'6 9'69 L'z 1£6°0 £€80°¢
000l 6G2) - 6GL°L 000} 985°0 0000 985°0
(2'2) (zsc0) 2lE'G 066’ (z'29) (0z9°0) €822 €99°L
(6'02) (880°0%) 10S°0$ 6L'0% (22 (1e0°0%) L2L0% orL0$
€8  8ZLTLS SYSIVLS  €LZTYSLS TN 8v.'6$ 9Zy'Sv$ ¥LL LSS
G6C LLLY 808'6 6L6°EL o'oY ¥G8'L 9812 ov9'y
66 €09l 18G°¥L 06191 G'9 LGE0 9v0'G 16€°S
YL 2eL0 G0L'G 8et'9 €1l Zveo ¥06'L vl
(62) (8120 ¥08°6Z 180°6Z (v'2) (zz9°0) ¥86'8 z9¢'8
G0l 2Zive 81902 0€0°€2 LY 6G€°0 8LeL 1191
99  88G'P$  €20'G9$  019'69% G'SlL G96°e$ 88€°61$ £66°22$
G669 PEP'ZTIS 0zZe0es  L88°LLS 1’68 rr's$ 6vSLLS 101°9$
(g'62) (£80°L) G99'L 1622 (1'2y) (98¢°0) LES0 L16°0
(228 (zZ8e¥) L16°0 862'G (z'08) (VAR D) 6v€0 99/'L
20621 6€L.2 $ 1£8°6% « SYZ'L$ 699°0L $ Pveves
JuUddldd dduelLlEA  |Eenjoy jobpng JusdIdd  dduellep |enjoy jobpng
pajdopy pajdopy
(a1qesoaejun) (ajqesonejun)
a|qelone a|qelone
9)eQ-0]-1edA 1202 ydJely

(suonw ur ¢)

SIUNLIANIAX3 ANV SLdIFOIYH HSVD
3abpng pajdopy 1Z0Z - ue|d |e1oueurq Aieniqad

ANVdINOD SNd V1N

Master Page # 139 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



%G Uey} sSd| doueleA - (e)

zee Sov'vy §ce €190 ¢ 98dueuepysedIsN
€6l 0L6°LE 8’le 0LL'SL ¢  sainypuadxy |ejol
sasuadxa "osiW Jayjo pue ‘xe} AjIIqoN ‘saa) (D4Y) uoioa||0D . X sasuadxa "osiW Jayjo pue ‘xe} AjIIqoN ‘saa) (D4Y) uoioaa||0D . .
ale onewolny jo Buiwiy ayy pue ‘salddns Alouone)s pue juld Jamon Ley §05°0 ale onewolny jo Buiwiy ayy pue ‘salddns Asouone)s pue juld Jamo- [ 6€1°0 emypuadx3 ssauisng Jouio
sesusdxs sasuadxa 6-AIAOD Pue sliedai/eoueusiulew yuswdinba olpel jo Buiwiy
61-QIAOD PuE siiedaijeoueUSjulEW JusLdinbs olpe Jo Buly  6'gl 1699 Se ||om Se [esjew souBuSjUlRW [eJausb jo aBesn iamo| o} anp Aurepy & 0% 8ss°c sanddng g sieLelei
SE ||om Se |elia)ew aoueusjulew [elauab jo abesn Jamoj o} anp Ajurepy
sjuswAed pouad Jold sJoeJUOD 32IAISS pue ‘ABojouyos ] sng ‘Buljiq Aousbessjul jo Buiwi]
(08) (828°0) v'29 veee SIOBIUOD SJIAISS [BUOISSSJOId
sasuadxa 61-AIAOD pue weiboid doyg ‘eoueusjulew i . sasuadxa 61-AIAOD pue weiboid doyg ‘eoueusjulew X .
xoqaue} ‘ABojouyos | sng ‘@dueusjulew Ayij1oey jo Buiwiy ayy Ajurepy sy ges's xoqaue} ‘ABojouyos | sng ‘@dueusjulew Ayj1oey jo Buiwiy ayy Ajurepy v'LS 6Lec swenuo bupeisdo 18O pue soueuBIUE
sjuswAed jo Buwil  $'G9 0509 sjuswAed jo Bulwil  9'69 L'z swieln
sjuswAed jo Buiwil 0001 B6S.L sjuswAed jo Buiwil 0001 9850 aoueInsu|
196pnq 0} patedwod uondwnsuod a|qeloAe) 196pnq 0} patedwod uopdwnsuod
Aq 1980 Ajjenued soud jasalp o|qelonejun Aq usaup Ajuewld  (2°7) (28£0) o|qeJoney Aq 1as)o Ajjenied eoud |esalp s|qelonejun Aq usAlp Ajuewld  (zZ:/€) (029°0) leng
(e) (602)  (880°0) (e) (e22) (1€0°0) Jamod o1109|3
- - (e) - - 4svo
sasuadxa uonesuadwo) sJaxop) pue Buljiq Aouabelsyul jo Bulwi] 66z Ly sasuadxa uonesuadwo) saxIoN pue Buljiq Aousbessjul jo Bulwi] 00 581 sjyauag abul4 Jayi0
sosuadxa jo Bulwi] 66 €09'L sjuswAed jo Buwil g9 1G€°0 uojisuad
sjuswAed pousd Jolud 00 ¥L0°0 sjuswAed pouad Joud  (9°¢) (08€°0) (8340 Buipnjour) aieyjo M pue yiesH
Aynge|ieae sjamoj Aq 1asyo Ajjened Ajjige|ieae Jjamoj Aq jasyo
901M8s JyBiuleno [enuasse sy pue ‘eoueusjulew onewwelsboid gL e Ajlented ao1a19s JybBIUIBAOC [elUSSSS By} pue ‘@oueusjulew dljewwelboid /4 65€°0 EIHTEYYe)
‘Buiues|o pajelal-gIAQD ‘SWIHSA0 pajnpayosun Jamo| AjLuewld ‘Buiues|o paje|al-gIAQD ‘SWIHSA0 pajnpayosun Jamo| AjLuewtd
sjuswiAed jo Buwil  9'9 88S'Y sjuswAed jo Buwil GGl eicleny $ lloihed
569 vevel 168 [424'1 ¢ s)diaoay ejoL
sydieoal Juswasinquial jo buiwi]  (G'6€) (280°1) sydieoal Juswasinquial jo Buiwi]  (1°zy) (98¢°0) sjuswiasinquiiay JayiQ pue [eyded
S90INIBS FELIINE
JOBJUOD JBY}O PUE SOUBINSU| JBY)O WOlj SaLaA0dal ‘Bulisiuanpy  (2°zg) (z8¢'%) JOBJUOD JBYIO PUe SOUBINSU| JBY)Q WOlj S8LaA0dal ‘Bulisiuanpy  (Z'08) ZLvL) anuanay bunelsado Jayi0
JOMO| SE ||om SB 61-QIAQD O} @Np JusWasINquial 8iej JUspniS Jamo-] JOMO| SE ||oM SB 61-QIAQD O} @Np JuswasINquial 8iej JUspniS Jamo-]
auey abesane Joybiy pue diysiepu soybiH * 206°LL aue) abesane saybiy pue diysiepu soybiH * SveL $ anuanay xogale
% $ % $ sjuawasingsiq Jo sydiaosay bunesado
aouelie) 10} uoseay ERICEIEIN 20UEBLIA 10} UOSEDY ESVEIEIN

(s|qeionejun)

s|qelone

(s1qeloneyun)

s|qelone

2)eQ-0]-1edA

S 3nave

SISVE HSVO 1VNLOV NIIMLIE STONVINVA 40 NOILVNY1dX3
1abpng pajdopy LZ0z - ueld |etoueuly Areniqag

1202 Udiely

(suonjiw ur §)

ANVdNOD sSNd V1IN

Master Page # 140 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



931avl

(9°2v) (¥86'52$) 686'7E$ €16°09$ (L22) (259°'5%) 90Z'61$ 858'¥Z$
(9°2v) (¥86'52) $ 686'V¢ $ 1609 $ (L22) (z59°9) $ 90Z'6l $ 898'veT $
(0"001) (218°01) - 11801 (0°001) (€18°€¢) - €18'e
(0°004) (¥81°21) - ¥8L°LL (0°001) (850'9) - 8509
(zoL) (82£1) 8802l 99r'el (£¥2) (zG11) GBS’ YA
vl G6£°€$ 106'22$ 905°61$ (F4] LLE°S$ LL9SLS 0vZoLs$
(ev2) (Lrres) 085°9$ 169°8$ 1’65 orves 996°9% 9zLv$
(6°22) (500°0) (520°0) (6L0°0) « (920°0) (11L0°0) G100
. 929'L 2L (¥sz0) . 9ee’) 6ES°) €020
x (062°9) (Z9r°S) (z21°0) « 8€L°0 9/8°0 8€L°0
8'8¢ 800 (¥z1°0) (20z°0) « 1G6€°0 8150 1910
68 €80 Z0€0) 6576 vl 1500 €96°¢ zis¢
. Lt 2821 (620°0) . ¥0¥°0 12¥°0 €20°0
M (2£5°0) (029°0) (£80°0) « (2£€°0) (1L22°0) 990°0
. (8€1°0%) (gv1°0%) (200°0%) « (180°0%) (520°0%) 900°0$
1'€9 296'S$ GzZe'sL$ £9£°6$ g'ey $05°2$ 09Z°'8$ 95.'6$
. 691°0 691°0 (000°0) (0'001) (000°0) - 0000
z6¢ 818l 859 0v9'y 9ve 659°0 2952 €06°L
1’66 9220 (100°0) (£22°0) (0°001) (1€2°0) - L€2°0
9'66 1010 (000°0) (£01°0) (0'001) (980°0) - 980°0
M (005°2) (81672) (81+°0) « (G61°1) (198°0) ¥€€°0
* (8ze2) (000°0) 822'C (0°001) (zz8'0) - 2280
. L2£8$ LL9'LLS 1vT€$ . 6L1'7$ 655'9% 08£'Z$
(r'1€) (9s¥°0%) 966'0$ SrLs * 8zZ¥'0$ 682°0$ 15€°0$
(€09) (zzs0) Zvs o ¥9€°L (68) (8€0°0) 06€°0 8zZ¥'0
« (£15°0) (82+°0) 8800 « (220°0) (ev1°0) (1200
- £88°0$ £88°0$ 000°0$ - 8€£5°0$ 8€5°0 000°0$
jJudduad aoueuep lenjoy 19bpng Juadiad aoueuep |enjoy 19bpng
pajdopy pajdopy
(a1qesonejun) (s1qesonejun)
ajqeloned ajqelone
8jeQq-o1-1eaA 120Z Yy2iei

(suoliw ur $)
(SINIFWLSNrav Mo14 HSV9I) NOISHIANOD HSVD
Jobpng pejdopy 1Z0Z - ueld |eroueul Aienigay
ANVdINOD SNE VLN

Buipuno. o} anp ppe jou Aew s[ejo] :31ON

sjuswjsnipy UOISIBAUO) Yse) |ejo |

sainjipuadx3g/sasuadxy |ejo
uoljelpaway |ejuswuolIAUg
juswisnipy uoisued 89 SV
juswysnipy esuadx3 g340 G2 ISV
juswisnipy uoneloaidaq

'slpy Ayiiger yseo-uoN
a10jaq sjuawisnlpy uoisiaAuo ysey [ejol

sainjipuadx3 Joqe-uo [ejo
salnypuadx3 ssauisng Jayi0Q

salddng g sjeusiel\

SJOBIJUOD SIIAISS [EBUOISSB)0.Id

sjoenuo) BupesadQ JayiO pue adueusjulep
swie;p

oueINsu|

|en4

Jamod 21308|3

:l0qe7-uoN

sainjipuadx3 soqe] |ejol
peayJanQ a|gesinquiiey
JUNOJ2Y 9SVO

syyeuag abul4 Joyi0
suolsuad

juswAed aund 9340
8iej|ld\\ pue yjeeH
ETTINIEYNG)

llolAed

joqeq

sainjipuadxgy

s)d19oay |ejo)

sjuswasinquiiay JaylQ pue [eyden
anuanay Bunesado Jayio
anuanay xogaie

[SUIEERN]

Master Page # 141 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



"L 20¢ pue 0¢0¢ 404 10 dlgesinquisy dAeY jou so0p DgVLIN ‘S1I0N
‘Buipuads swilaA0 [ENjOE 19 - pajdopy :82IN0S

(%81-)
9'v§-

“(N2'0%)
Jayjeam ajgelonejun Aq josyo Ajjemued (INE0%)
99IAIes pa|npaydsun pue ‘(A L°1$) Anjigelieae

LZ. 18N 0¢. 1eN
diA diA

(%¥1L-)

VS —

LZ. JelN O¢. 1en

— .
(L 'Z$) Buluesp QIAOD/eoUBUBUEW asy  eouBUBUIEH s (/o€ H)
onewwelboud sjgeloney Ajuewild / G'9% L'03$
€3
"(ING'2$) IIesous Aynigejieae Aq jesyo Ajjened
(INL'0$) JoUIEBM B|qRIONE) PUE (INO'ES) BDINISS (%)
pa|NpayosuN/pa|Npayds 1emo| 0} anp Ajliewlid / \ AL
Iy voneuodsued |
9°0¢$
NS
uoISsIAIp Aq aouelleA QLA
%E L+
N8 66$:paldopy 1e6png g
106png [enuuy
Jobpnq Jepun %8| si 1L.Z0Z ALA JelN « Slqe.orein 1M
0202 Yydue|\ 03 pasedwod 9%¢| 40 NG 0$ AQ pasealoul |Z0Z UDJeN » s|qeione [l
M3IAIBAQ NS

aoueLieA "sA Jbpng pajdopy QLA PUe LZ0Z Jei

odUeLlIBEA SWILIBAQ 9|gesinquiay-UON —sng V1IN

Master Page # 142 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



MTA BUS COMPANY
2021 Adopted Budget vs Actual
TOTAL POSITIONS BY FUNCTION AND DEPARTMENT
NON-REIMBURSABLE / REIMBURSABLE AND FULL-TIME EQUIVALENTS

MARCH 2021
Favorable
Adopted (Unfavorable)
FUNCTION/DEPARTMENT Budget Actual Variance Explanation of Variances
Administration
Office of the EVP 3 2 1
Human Resources 16 14 2
Office of Management and Budget 14 12 2
Material 15 14 1
Controller 18 18 -
Office of the President 4 5 (1)
System Safety Administration - - -
Law 20 18 2
Labor Relations - - -
Strategic Office 19 18 1
Non-Departmental 2 - 2
Total Administration 111 101 10 Vacancies
Operations
Buses 2,298 2,281 17 Bus Operators Vacancy
Office of the Executive VP 6 4 2
Safety & Training 68 63 6 Bus Operator Training
Road Operations 141 139 2
Transportation Support 25 21 4
Operations Planning 34 29 5
Revenue Control 6 6 -
Total Operations 2,578 2,543 36 Vacancies
Maintenance
Buses 723 730 (7)
Maintenance Support/CMF 210 206 4
Facilities 76 73 3
Supply Logistics 104 96 8
Total Maintenance 1,113 1,105 8 Vacancies
Capital Program Management 35 23 12
Total Engineering/Capital 35 23 12 Vacancies mainly Managers
Security 13 11 2
Total Public Safety 13 11 2 Vacancy
Total Positions 3,850 3,783 68
Non-Reimbursable 3,812 3,749 64
Reimbursable 38 34 4
Total Full-Time 3,832 3,770 62
Total Full-Time Equivalents 18 13 6
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April 2021 Highlights: Capital Program Status

The Capital Program Status Report provides amonthly and year-to-date overview of the
progress of the Transit supported Capital Program including a brief discussion of the reporting
month’s highlights. The report focuses primarily on providing a summary of achievements and
year-to-date performance regarding project awards and project completions for the period
ending one month prior to the presentation of the report.

Transit’s Capital Project Milestone performance through March 2021 is listed below:

2021 Capital Project Milestone Performance Year to Date ($M)

Planned Achieved %
Construction Awards $323.8 $425.3 131
Substantial Completions $167.7 $106.3 63

In March 2021, $260.5 million in Transit projects were awarded, including purchase of 135
standard diesel buses, 84 hybrid electric-buses and all-electric bus chargers for $216.9 million,
mainline track replacement at the 11th Street Cut for $19.9 million and a flood resiliency project
at 138t St-Grand Concourse station for $8.1 million.

Also in March 2021, $50.6 million in Transit projects were completed, including realignmentand
replacement of Jay Street-Metrotech station stairs and escalators for $20.6 million, a police
radio system upgrade for $10.4 million and an Americans with Disabilities Act (ADA) platform
gap retrofit project at various stations for $10.2 million.
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Capital Program Status
April 2021

In March 2021, $260.5 million in Transit projects were awarded, including purchase of 135
standard diesel buses and 84 standard hybrid-electric buses for $167.1 million (a pilot for 4
standard diesel buses was awarded previously in October 2020, for atotal of 139 standard
diesel buses in this order). All buses will come equipped with new technology features including
USB chargers, Wi-Fi and digital information screens. These buses will replace older buses in
the Transit fleet that have reached the end of their useful life. The buses will be utilized on
existing routes throughout New York City along the following list of destination depots:
Kingsbridge, Manhattanville, Tuskegee, East New York, MJ Quill, Mother ClaraHale, Grand
Avenue, Meredith, Baisley Park, College Point, Eastchester, Far Rockaway, La Guardia, Spring
Creek, Yonkers and Gun Hill.

An electric bus chargers purchase was awarded in March 2021 for $49.8 million. The chargers
will be procured in partnership with the New York Power Authority (NYPA) and will support the
operation of all-electric buses out of five depots: East New York, Charleston, Grand Avenue,
Kingsbridge and MJ Quill. The project is an essential step to achieve the MTA's commitment to
transition to a fully zero-emissions fleet by 2040.

Also in March 2021, mainline track replacement at the 11t Street Cut in Queens was awarded
for $19.9 million. Mainline track replacement includes replacing equipment and materials such
as signals, contact rails and ballast.

Lastly, a flood resiliency project at 138t St-Grand Concourse station was awarded for $8.1
million. The southern ventilators at the station will be rehabilitated and mechanical closure
devices (MCDs) will be inserted in order to protect the station from flooding in a major storm
event.

In March 2021, $50.6 million in Transit projects were completed, including Jay Street-Metrotech
station stairs and escalators for $20.6 million. The project reconfigured the escalators at station
entrances to improve safety and efficiency of passenger flow.

Furthermore, a police radio system upgrade was completed in March for $10.4 million. The
project improved police radio coverage in underground subway stations at 59 different locations
within the subway system to enable seamless above and below ground New York Police
Department (NYPD) portable dispatcher radio communication.

Lastly, an Americans with Disabilities Act (ADA) platform gap retrofit project was completed at
various stations for $10.2 million. This project brought boarding areas for non-compliant platform
edges in stations system-wide into ADA compliance. The work involved replacing platform edge
strips, rubbing boards, concrete slabs, and floor tiles as required.
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CAPITAL PROJECT MILESTONE SUMMARY

2021
(Through March 31, 2021)
MILESTONES MILESTONES PERCENT
PLANNED ACCOMPLISHED PERFORMANCE
$M # $M # %($) %(#)
March
Construction Awards 180.4 16 260.5 11 144.4 68.8
Substantial Completions 90.6 11 50.6 5 55.9 45.5
2021 Year-To-Date

Construction Awards 323.8 31 425.3 28 131.4 90.3
Substantial Completions 167.7 18 106.3 14 63.4 77.8

2021 Projected To-Year-End Initial Plan Current Forecast %($) %(#)
Construction Awards 3,839.2 171 4,085.1 184 106.4 107.6
Substantial Completions 3,573.5 162 3,689.9 164 103.3 101.2

Totals do not include contingency, emergency funds and miscellaneous reserves;

performance percentages include early accomplishments.
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2021 Awards Charts
As of March 2021
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2021 Substantial Completions Charts

As of March 2021
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m Construction & Development

Contracts Department

Stephen Plochochi, Senior Vice President
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w Construction & Development

PROCUREMENTS

The Procurement Agenda this month includes one procurement action for a proposed expenditure of $26.7M.
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Staff Summary m Construction & Development

| Subject Request for Authorization to Award a Date: April 12, 2021
Procurement Action

| Department  Contracts

| e A ——
Department Head Name & Title

| Steve Plochochi, Sgrf&ﬁcé‘?resident

{ ol Vel

Depam%m’ ead Wre b
:/'{ff‘\,, A A /né

-
b Board Action Internal Approvals
. Order | To |  Date Approval | Info | Other | Approval Approvai
NYCT & M /Z Deputy Chief
1 Bus 4/21/21 X Development —~President
Committee | - | Officer, Delivery
v Executive
2 Board | 4f21/21 X Deputy Chief Vice
"/| | Development FE | President &
. Officer, General
| | Development Counsel

PURPOSE

To obtain the approval of the Board to award a procurement action and, to inform the New York City Transit Committee
of this procurement action.

DISCUSSION

MTA Construction & Development proposes to award a Competitive Procurement in the following category:

Schedules Requiring Majority Vote

F. Personal Service Contracts { $26.665,060
TOTAL 1 $26,665,060

Budget Impact:

The approval of this procurement action will obligate the capital funds in the amount listed. Funds are available in the
capital budget for this purpose.

Recommendation:

The procurement action be approved as proposed. (The item is included in the resolution of approval at the beginning of
the Procurement Section.)
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m Construction & Development

MTA Construction & Development

BOARD RESOLUTION

WHEREAS, in accordance with Sections 1265-a and 1209 of the Public Authorities Law and the All Agency
Procurement Guidelines, the Board authorizes the award of certain non-competitive purchase and public works contracts,
and the solicitation and award of request for proposals in regard to purchase and public work contracts; and

WHEREAS, in accordance with the All Agency Procurement Guidelines, the Board authorizes the award of certain
non-competitive miscellaneous service and miscellaneous procurement contracts, certain change orders to purchase, public
work, and miscellaneous service and miscellaneous procurement contracts;

WHEREAS, in accordance with Section 2879 of the Public Authorities Law and the All-Agency Guidelines for
Procurement of Services, the Board authorizes the award of certain service contracts and certain change orders to service
contracts.

NOW, the Board resolves as follows:

1. As to each purchase and public work contract set forth in annexed Schedule A, the Board declares competitive bidding
to be impractical or inappropriate for the reasons specified therein and authorizes the execution of each such contract.

2. Asto each request for proposals (for purchase and public work contracts) set forth in Schedule B for which authorization
to solicit proposals is requested, for the reasons specified therein, the Board declares competitive bidding to be impractical
or inappropriate, declares it is in the public interest to solicit competitive request for proposals and authorizes the solicitation
of such proposals.

3. As to each request for proposals (for purchase and public work contracts set forth in Schedule C for which a
recommendation is made to award the contract), the Board authorizes the execution of said contract.

4. As to each action set forth in Schedule D, the Board declares competitive bidding impractical or inappropriate for the
reasons specified therein, and ratifies each action for which ratification is requested.

5. The Board authorizes the execution of each of the following for which Board authorization is required: i) the
miscellaneous procurement contracts set forth in Schedule E; ii) the personal service contracts set forth in Schedule F; iii)
the miscellaneous service contracts set forth in Schedule G; iv) the modifications to personal/miscellaneous service contracts
set forth in Schedule H; v) the contract modifications to purchase and public work contracts set forth in Schedule I; vi) the
modifications to miscellaneous procurement contracts set forth in Schedule J.

6. The Board ratifies each action taken set forth in Schedule K for which ratification is requested.
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m Construction & Development

APRIL 2021

LIST OF COMPETITIVE PROCUREMENTS FOR BOARD APPROVAL

Procurements Requiring Majority Vote:

Schedule F.  Personal Service Contracts
(Staff Summaries required for all items greater than $1M)

1. Naik Consulting Group, PC NTE $26,665,060 Staff Summary Attached
Contract No. PS886
Thirty-Six Months

MTA Construction and Development requests Board approval to award a competitively solicited personal
service contract to provide project and consultant construction management services for the Midtown 42" St.
Corridor Projects.
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Construction & Development
Schedule F Personal Service Contracts @ P

Staff Summary
Item Number | Page 1 of 3
Dept. & Dept. | SUMMARY INFORMATION
Stations Business Unit, Anthony Febrizio, Program Manager | | Vendor Name Contract Number
z 4, Naik Consulting Group, PC PS886
Comtracts gepartment ’ Description
David K. Cannon, Vice President, Contracts Project Management and Consultant Construction
M U/ ‘ﬁ{ émm Management for Midtown 42 St. Corridor Projects
Board Reviews Total Amount:
Order To Date Approval | Info | Other Not-To-Exceed $26,665,060
Transit & Contract Term
1 Bus 4/21/21 X
| Committee -
' 2 |Boad 4121121 % Thirty-Six (36) Months
Opti included in Total
| Ar;:“;c:::‘(ts?)mcu ed in Tota [ Yes X1 No [ N/A
‘ Renewal? OYes X No
[ Internal Approvals Procurement Type
[ Approval | Approval X Competitive (J Non-competitive
) | Deputy Chief, ‘ . -
E) Development /\\A President Solicitation Type
: \J | Executive Vice
M BZES;’; Chisf; EE President & General X RFP (1 Bid [ Other:
) y Counsel
Funding Source
(O Operating X Capital X Federal (] Other:

I. PURPOSE/RECOMMENDATION:

MTA Construction & Development (C&D) seeks Board approval to award a competitively solicited personal service contract (the
“Contract™) to provide Project Management and Consultant Construction Management services for Midtown 42 St. Corridor
Projects to Naik Consulting Group, PC (the “Consultant”), in the not-to-exceed amount of $26,665,060. The duration of this contract
will be for thirty-six (36) months.

II. DISCUSSION:

This contract is for the services of a consultant to perform project and construction management services for Midtown 42™ St. Corridor
projects. C&D has a need to coordinate, manage, and oversee the various MTA agency and Developer projects within the 42nd St.
Corridor in order to reduce individual project schedules and budgets through the use of innovative project packaging and contract
methodology, apply common safety/quality standards, minimize inconvenience to MTA customers during construction activities and
coordinate customer communications. These projects include but are not limited to the replacement of eleven escalators and three
elevators at Grand Central Station (the 4, 5, 6 and 7 Subway Lines), replacement of seven escalators within Grand Central Terminal
(Metro-North), replacement of one elevator for the Times Square Shuttle, and the redevelopment of the Commodore Hotel and 347
Madison Avenue.

Specifically, the Consultant under this Contract will:

1. Develop methods to streamline and condense construction activities and schedules of the 42nd Street Corridor projects.

2. Oversee and verify that all construction activities are conducted safely, efficiently and in accordance with all contract
requirements.
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m Construction & Development
Schedule F Personal Service Contracts

Staff Summary
Item Number 1 Page 2 of 3

3. Monitor, explore and implement all opportunities for coordination of activities between and among adjacent Projects and other
Projects.

4. Produce and distribute ongoing Project and Program Area status reports, assist in formulating viable options to solve
overcrowding and coordination of work issues within the Program Area, and minimize, to the greatest extent possible, adverse
logistical impacts to MTA customers and the public during construction activities.

5. Evaluate impacts of future private developer projects on MTA Agency operations, coordinate activities on all such future MTA
and private developer projects and develop strategies to condense future MTA project schedules and reduce future MTA project
budgets.

Selection was determined through a one-step qualification-based procurement process as mandated by the federal "Brooks Act" for
federally funded projects. Under the Brooks Act, contracts for architecture and engineering, and other federally defined services such
as project and construction management must be negotiated with the proposer whose proposal is determined to be the most technically
qualified based on established evaluation criteria. Price is not a consideration in the ranking of the firms and negotiations are conducted
with the proposer whose proposal is rated most technically qualified. An RFP, explaining the requirements for this Contract, was
advertised in the NY Post, Engineering News Record, MTA website, and Minority Commerce Weekly on November 1, 2019. On
December 18, 2019, Proposals were received from the following firms:

1. APTIM Engineering New York, P.C.
2. HNTB New York Engineering and Architecture, P.C.
3. Naik Consulting Group, P.C. (“Naik™)
4. STV/LiRO Joint Venture
The Selection Committee for this Contract consisted of representatives from C&D and New York City Transit. The Selection Committee

evaluated the technical proposals and the Proposers’ oral presentations in accordance with the following established criteria, which are
listed in their relative order of importance:

Qualifications and Experience of the Team

Qualifications and Experience of Proposed Key Personnel
Proposed Management Approach

Proposed Technical Approach

Other Relevant Matters

Naik’s proposal was unanimously determined by the Selection Committee to be the highest technically ranked proposal. Naik
demonstrated the best plan of approach, innovation and a thorough understanding of C&D’s requirements in their technical proposal
and oral presentation; provided an experienced team; clearly recognized the unique challenges of this contract and offered solutions to
overcome those challenges. After the technical evaluation was completed Naik’s Cost Proposal was opened and was in the amount of
$34,416,908.

Due to the effects of the COVID-19 pandemic on the MTA’s finances, this project was put on hold in March 2020. The hold was
subsequently lifted, and negotiations resumed in March 2021. Negotiations focused on hourly rates and work efforts related to the on-
going and anticipated Construction projects. After the negotiations were concluded, Naik submitted a Best and Final Offer in the not-
to-exceed amount of $26,665,060. A Cost Analysis was performed and the agreed upon amount was found to be fair and reasonable.
The contract includes an incentive program based on Performance Evaluation Periods (“PEP”) pursuant to which the consultant will
receive a performance evaluation on a three month or six-month evaluation period. Based on the PEP score the consultants fee will be
adjusted accordingly. The base fee will start at 6% and can be increased by as much as 3% for an excellent score or reduced by as much
as 4% for a poor score.

III. DBE/MBE/WBE/SDVOB INFORMATION:

The MTA’s Department of Diversity and Civil Rights has established a DBE goal of 20% for this Contract. Naik has submitted a
utilization plan that projects meeting the goal requirement. Naik has met their D/M/WBE/SDVOB goals on prior MTA contracts.
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Schedule F Personal Service Contracts

Staff Summary
Item Number 1 Page 3 of 3

V. IMPACT ON FUNDING

Funding for this project is available in the 2015 - 2019 Capital Program.

VI. ALTERNATIVES

The alternative would be for C&D to self-perform the services to be provided under this contract. However, C&D does not have the in-
house resources to provide the required services.
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Standard Follow-Up Reports:

D

NYC Transit 2020 Year-End Report Summary

2020 ACCRUAL RESULTS-ACTUAL VERSUS FINAL ESTIMATE

Accrued Operating results before other expense adjustments were favorable to the Final Estimate
by $774.8 million. Operating revenues exceeded the Final Estimate by $206.8 million (4.1
percent) and operating expenses before expense adjustments underran the Final Estimate by
$568.0 million (6.4 percent).

The major factors contributing to these favorable results were as follows:

Farebox revenue exceeded the Final Estimate by $234.8 million (13.2 percent).

Other Fringe Benefits expenses underran the Final Estimate by $180.6 million (30.3
percent).

Health & Welfare was lower than Final Estimate by $57.4 million (5.9 percent), and
similarly OPEB Current Payment was favorable to the Estimate by $54.8 million (10.7
percent) totaling $112.2 million (7.6 percent).

Salaries and Wages were below the Final Estimate by $85.5 million (2.1 percent),
including Payroll under by $60.3 million (1.7 percent), and Overtime which was $25.2
million (4.1 percent) lower than the Final Estimate.

Claims expenses were lower than the Final Estimate by $83.5 million (42.7 percent).
Materials and Supplies were lower than the Final Estimate by $22.8 million (7.2 percent).
Maintenance and Other Operating Contract expenses underran the Estimate by $18.6
million (5.3 percent).

Paratransit Service Contracts expense underran the Final Estimate by $18.4 million (5.3
percent).

Electric Power was favorable to Final Estimate by $10.0 million (4.0 percent).

2020 CASH RESULTS- ACTUAL VERSUS FINAL ESTIMATE

The 2020 net cash deficit, excluding subsidies and debt service was $3,010.4 million, $505.8
million (14.4 percent) favorable to the Final Estimate. This favorable variance consisted of $396.1
million of real underruns and $109.6 million of favorable timing variances, which will be offset in
2021. These variances are detailed in subsequent sections of this report.
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COVID-19 PREVENTATIVE MEASURES -- 2020 RESULTS

NYC Transit responded to the pandemic with a variety of preventive measures including daily
disinfection of all rolling stock and passenger stations twice daily systemwide. Cleaning was
undertaken at employee facilities and installation of protective barriers on buses and in employee
common work areas as well as signage and customer messaging. Station shutdowns nightly
enabled more thorough overnight cleaning, however, it also necessitated shuttle bus service and
for hire vehicles for impacted customers in some cases. Total expenses of $255.2 million
underran the Final Estimate by $1.7 million (0.7 percent). A summary of Agency results by activity
is provided below.

COVID19 PREVENTATIVE MEASURES -- 2020 RESULTS

Activity Recap Estimate Actual More/(Less)
Cleaning & Support - In-House Labor ' $ 132,144,288 "¢ 129,934,653 ' $  (2,209,635)
Cleaning & Support - Materials ¥$ 10,788,949 "$ 6,656,811 ¢ (4,132,138)
Cleaning Contracts "$ 95298597 'S 96,964,610 'S 1,666,014
Supplemental Overnight Bus Svc 'S 11,218,951 '5 14,689,935 'S 3,470,985
For Hire Vehicle Fare Subsidies s 7502111 "¢ 6,960,178 7S (541,934)
TOTAL "$ 256,952,896 '$ 255,206,188 ' $  (1,746,708)
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MTA NEW YORK CITY TRANSIT
2020 YEAR-END REPORT
EXPLANATIONS OF REVENUE AND EXPENSE VARIANCES
ACCRUAL BASIS

2020 ACTUALS VS. FINAL ESTIMATE
Non-Reimbursable

Operating Revenues

Farebox Revenue. Farebox revenue of $2,011.5 million was $234.8 million (13.2 percent) above
the Final Estimate. Subway revenue was higher by $95.7 million (6.7 percent) and bus
revenue was higher by $90.4 million (30.5 percent). Fare media liability revenue, reflecting
the residual values of expired MetroCards, of $89.7 million exceeded the estimate by $48.8
million (119.1 percent). Total 2020 ridership of 855.5 million was 68.0 million (8.6 percent)
above the Estimate.

Other Operating Revenue. Other operating revenue of $3,195.7 million underran the Final
Estimate by $28.0 million (0.9 percent) mainly due to lower MetroCard surcharges and lower
Paratransit reimbursement.

Operating expenses of $8,297.6 million underran the Final Estimate by $568.0 million (6.4
percent).

Labor Expenses

Payroll. Payroll expenses of $3,476.8 million were under the Final Estimate by $60.3 million (1.7
percent), mainly due to vacancies.

Overtime. Overtime expenses of $582.4 million were $25.2 million (4.1 percent) less than Final
Estimate, mainly due to basic inspection in early months, and tightened management controls.

Health & Welfare (including OPEB Current Payment expenses). Health & Welfare/OPEB
Current expenses of $1,373.3 million were lower than the Final Estimate by $112.2 million
(7.6 percent), due to additional prescription drug rebates, lower medical utilization rates, and
vacancies.

Pension. Pension expenses of $1,025.8 million were below the Final Estimate by $8.5 million
(0.8 percent), due to some estimated death benefits that were covered by life insurance
policies.

Other Fringe Benefits. Other fringe benefit expenses of $416.0 million underran the Final
Estimate by $180.6 million (30.3 percent), due primarily to favorable Workers’ Compensation
reserve adjustments.

Reimbursable Overhead. Reimbursable overhead credits were favorable to the Final Estimate
by $9.5 million (4.7 percent), due to higher reimbursable labor requirements than expected.
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Non-Labor Expenses

Electric Power. Power expenses of $239.8 million were favorable to the Final Estimate by $10.0
million (4.0 percent) due mainly to lower consumption resulting from the essential service
plan.

Fuel. Fuel expenses of $59.0 million underran the Final Estimate by $6.4 million (9.7 percent),
due to lower consumption resulting from the essential service plan, and favorable pricing.

Insurance. Insurance expenses of $75.4 million narrowly exceeded the Final Estimate by $0.5
million (0.7 percent).

Claims. Public liability claims expenses of $112.1 million underran the Final Estimate by $83.5
million (42.7 percent), due to a reduction in claims stemming from much lower ridership.

Paratransit Service Contracts. Paratransit service contract expenses of $326.3 million
underran the Final Estimate by $18.4 million (5.3 percent), due mainly to fewer trips.

Maintenance and Other Operating Contracts. Maintenance contract expenses of $333.5
million underran the Final Estimate by $18.6 million (5.3 percent), due mainly to Subway
Action Plan initiative underruns due to COVID-19 constraints.

Professional Service Contracts. Professional service contract expenses of $146.1 million
underran the Final Estimate by $9.5 million (6.1 percent), due mainly to underruns in other
outside services and bond services.

Materials and Supplies. Materials and supplies expenses of $292.4 million underran the Final
Estimate by $22.8 million (7.2 percent), primarily reflecting reduced maintenance activity and
the favorable timing of bus overhaul materials expense.

Other Business Expenses. Other business expenses of $49.3 million underran the Final
Estimate by $3.0 million (5.6 percent) primarily due to lower than projected MetroCard fees.

Non-Operating Expenses

Depreciation expenses overran the Final Estimate by $141.7 million (7.3 percent), due to the
increased value of new assets reaching beneficial use.

GASB 75 Other Post-Employment Benefits was adopted by the MTA in 2007 and amended in
2019. Total expense of $699.4 million was favorable to the Final Estimate by $646.4 million
(48.0 percent) based on the year-end valuation.
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GASB 68 Pension Adjustment was adopted by the MTA in 2015. Consistent with its
requirements, MTA New York City Transit recorded an accrued credit of $96.8 million, which
was unfavorable to the Final Estimate by $206.4 million (68.1 percent).

Environmental Remediation expense was over to the Final Estimate of $0.0 million by $97.0
million.

Reimbursable Results

Total reimbursable expenses of $1,088.0 million were fully funded by capital and other
reimbursements. Reimbursable expenses overran the Estimate by $26.6 million (2.5 percent), as
a result of greater work requirements than projected for the period.
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MTA NEW YORK CITY TRANSIT
2020 YEAR-END REPORT
EXPLANATIONS OF REVENUE AND EXPENSE VARIANCES
ACCRUAL BASIS

2020 ACTUALS VS. ADOPTED BUDGET
Non-Reimbursable

Operating Revenues

Farebox Revenue. Farebox revenue of $2,011.5 million was $2,685.7 million (57.2 percent)
below the Adopted Budget. Subway revenue was lower by $2,108.9 million (58.0 percent) and
bus revenue was lower by $569.5 million (59.6 percent). Fare media liability revenue,
reflecting the residual values of expired MetroCards, of $89.7 million exceeded the Adopted
Budget, resulting in an overrun of $11.2 million (14.3 percent). Total 2020 ridership of 855.5
million was 1,414.7 million (62.3 percent) below the Adopted Budget. The drastic reduction in
ridership reflects the impact of the COVID-19 pandemic including the New York State On
PAUSE executive order on travel restrictions.

Other Operating Revenue. Other operating revenue of $3,195.7 million overran the Budget by
$2,726.8 million (581.6 percent) mainly due to the receipt of federal CARES Act funds of
$2,830.6 million, which offset much lower farebox revenue resulting from COVID-19.

Operating expenses of $8,297.6 million underran the Adopted Budget by $652.2 million (7.3
percent).

Labor expenses were under Adopted Budget by $222.8 million (3.2 percent), including:
e Health & Welfare/OPEB Current Payment expenses were under the Adopted Budget by
$176.0 million (11.4 percent), due to favorable rates, prescription drug contract rebates,
lower medical utilization, and vacancy savings.

e Other Fringe Benefits expenses were lower than the Adopted Budget by $99.6 million
(19.3 percent), due primarily to favorable Workers’ Compensation reserve adjustments.

e Payroll expenses underran the Adopted Budget by $88.0 million (2.5 percent), primarily
due to vacancies.

e Overtime expenses overran the Adopted Budget by $74.7 million (14.7 percent), caused
primarily by COVID-19 response measures ($121.7 million).

e Reimbursable Overhead credits were unfavorable to the Adopted Budget by $65.7
million (23.7 percent), reflecting lower (unfavorable) reimbursable project requirements.

Non-labor expenses underran the Adopted Budget by $429.4 million (20.8 percent), including:
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e Paratransit Service Contracts were lower than the Adopted Budget by $162.3 million
(33.2 percent), principally due to fewer trips and lower support costs caused by the
pandemic.

e Claims expense for public liability underran the Adopted Budget by $117.1 million (51.1
percent), reflecting lower reserve requirements based on reduced claims activity due to
reduced risk of much lower ridership.

e Electric Power expense was lower than the Adopted Budget by $55.3 million (18.7
percent), due to lower consumption resulting from the essential service plan in response
to the pandemic and favorable rates.

e Fuel expense underran the Adopted Budget by $43.3 million (42.3 percent), mainly due
to reduced consumption resulting from the essential service plan in response to the
pandemic and lower pricing.

e Materials and Supplies were favorable to Adopted Budget by $40.9 million (12.3
percent), primarily reflecting reduced maintenance activity, and favorable timing of vehicle
materials expense.

e Other Business Expense underran the Adopted Budget by $37.4 million (42.8 percent),
mainly resulting from reduced card fees due to lower ridership.

o Professional Service Contracts expense was lower than the Adopted Budget by $37.1
million (20.3 percent), largely resulting from underruns in IT services and outside services.

¢ Maintenance and Other Operating Contracts expense overran the Adopted Budget by
$59.2 million (26.1 percent), due to COVID-19 response measures.

Reimbursable Results

Total reimbursable expenses of $1,088.0 million were fully funded by capital and other
reimbursements. Reimbursable expenses underran the Adopted Budget by $246.5 million (18.5
percent). Results compared to Budget reflect the constrained work environment due to COVID-
19 restrictions. However, the decline in ridership afforded the reprioritization of project work based
upon unigue opportunities for track access and a strategy to accelerate funded projects within the
prior capital plan while funding for the current plan was being sorted out within the broader context
of the financial ramifications of the pandemic and other policy matters.
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MTA NEW YORK CITY TRANSIT
2020 YEAR-END REPORT

EXPLANATIONS OF OPERATING CASH RECEIPTS AND EXPENDITURE VARIANCES

2020 ACTUALS VS. FINAL ESTIMATE

Operating Receipts

Farebox Receipts. Farebox revenue receipts of $1,957.6 million exceeded the Final
Estimate by $180.7 million, consisting of a real variance of $186.5 million, mainly due to
higher ridership, partially offset by an unfavorable timing variance of $5.7 million.

Other Operating Receipts. Receipts of $3,110.1 million underran the Final Estimate by
$63.4 million. Of the total variance, $43.0 million represents a real variance resulting from
a shortfall in elderly fare reimbursement due to a prepayment inadvertently omitted from
the Final Estimate, as well as underruns in MetroCard surcharges and Automated Fare
Collection (AFC) transaction fees. In addition, there was a $20.5 million timing variance,
reflecting delayed payment of 2020 school fare and paratransit reimbursements.

Operating Expenditures

Salaries & Wages. Total payroll and overtime expenditures of $4,059.8 million were less
than the Final Estimate by $58.2 million (1.4 percent), representing a real underrun due to
additional vacancies, and tightened management controls over overtime spending.

Health & Welfare. Health & welfare expenditures (including OPEB current payments) of
$1,363.1 million underran the Final Estimate by $114.0 million, and consisted of a $107.0
million real underrun resulting from favorable rates, including COVID related lower
utilization and higher prescription drug rebates, vacancy savings, and a favorable timing
variance of $7.0 million.

Pension. Pension expenditures of $1,003.8 million were favorable by $30.5 million due
to a timing variance of $22.0 million, reflecting the timing of death benefit payments and a
real underrun of $8.5 million.

Other Fringe Benefits. Other fringe benefit expenditures of $153.7 million underran the
Final Estimate by $202.3 million. This was primarily the result of the CARES Act FICA
deferral provision, which resulted in a $194.1 million favorable timing variance, along with
a real underrun of $8.2 million.

Reimbursable Overhead. Reimbursable overhead credits of $211.6 million were
favorable to the Final Estimate by a real variance of $9.5 million. Favorability was due to
higher reimbursable project labor requirements than anticipated.

Electric Power. Power operating expenditures of $252.1 million underran the Final
Estimate by a favorable real variance of $8.7 million, mainly due to lower consumption of
the essential service plan and lower pricing.
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e Fuel. Fuel operating expenditures of $69.3 million were unfavorable by $3.9 million,
resulting from an unfavorable timing variance of $7.0 million, reflecting delayed receipt of
Federal clean energy credits, partly offset by a real underrun of $3.1 million due to lower
consumption.

¢ Insurance. Insurance expenditures of $89.0 million exceeded the Final Estimate by $7.9
million.

e Claims. Claims expenditures of $94.1 million underran the Final Estimate by a real
variance of $16.2 million, reflecting a significant decrease in major case settlements.

e Paratransit Service Contracts. Paratransit service contract expenditures of $343.5
million overran the Final Estimate slightly by a real variance of $0.8 million.

¢ Maintenance and Other Operating Contracts. Maintenance contract expenditures of
$305.7 million underran the Final Estimate by $50.5 million, with $31.7 million representing
a real favorable underrun and $18.8 million attributed to the favorable timing of several
car and bus projects that were delayed to 2021.

e Professional Service Contracts. Professional service contract expenditures of $154.2
million were below the Final Estimate by $2.4 million, consisting of an unfavorable real
variance of $12.1 million along with a favorable timing variance of $14.5 million, reflecting
delayed costs for bus technology projects and the timing of payments for the homeless
outreach program.

e Materials & Supplies. Materials & supplies expenditures of $280.2 million underran the
Final Estimate by $30.5 million. This variance included a favorable real variance of $21.1
million, reflecting mainly the impact of reduced maintenance activity, and a favorable
timing variance of $9.4 million reflecting delayed bus overhaul and driver barrier material
purchases.

e Other Business Expenditures. Other business expenditures of $51.2 million were $1.8
million below the Final Estimate, a favorable real variance.

Reimbursable Cash Results-Reimbursements Net of Expenditures

Actual capital reimbursements net of expenditures was unfavorable by $123.4 million versus the
Final Estimate, reflecting the unfavorable timing of capital project job overruns which prevent
timely project reimbursement.

Master Page # 167 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



MTA NEW YORK CITY TRANSIT
2020 YEAR-END REPORT
EXPLANATIONS OF VARIANCES ON POSITIONS
BY FUNCTION AND DEPARTMENT
NON-REIMBURSABLE-REIMBURSABLE and FULL-TIME/FULL-TIME EQUIVALENTS

2020 Actuals vs. Final Estimate

2020 year-end total full-time equivalents were 46,446, which was 2,676 positions (5.4 percent)
below the Estimate.

2020 Actuals vs. Adopted Budget

2020 year-end total full-time equivalents were 46,446, which was 2,855 positions (5.8 percent)
below the Budget.

The year-end vacancies noted above were largely due to the impact of the ongoing professional
employee hiring freeze and constrained hiring of operating and maintenance titles.
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MTA NEW YORK CITY TRANSIT
2020 YEAR-END REPORT
EXPLANATION OF VARIANCES IN RIDERSHIP (UTILIZATION)

Ridership

2020 Actuals vs. Final Estimate

2020 total ridership of 855.5 million was 8.6 percent higher than the Final Estimate. Subway
ridership was 25.1 million trips (4.1 percent), above the Estimate, bus ridership was 43.0 million
trips (25.9 percent) higher, and Paratransit was 0.2 million passenger trips (2.9 percent) below
the Estimate.

2020 Actuals vs. Adopted Budget

Compared to the Adopted Budget, however, 2020 total ridership was 1,414.7 million trips (62.3
percent) below the Adopted Budget, reflecting the drastic impact of the COVID-19 pandemic.
Subway ridership was 1,062.2 million trips (62.4 percent) below Budget, bus ridership was 348.1
million trips (62.5 percent) below, and paratransit ridership was 4.4 million trips (38.4 percent)
below the Adopted Budget.

2020 total ridership was1,410 million trips (62.2 percent) less than the 2019 total, again principally
due to the impact of the COVID-19 pandemic.

Annual Change in Ridership by Mode

2020 subway ridership was 639.5 million, 1,058.2 million trips (62.3 percent) fewer trips than in
2019. Following the New York State PAUSE executive order in March which severely restricted
non-essential travel, subway ridership was heavily impacted by a reduction in both trips to work,
reflecting extensive adoption of remote working, and trips for recreation, reflecting the shutdown
or greatly reduced operating capacity of many cultural and recreational destinations.

2020 bus ridership was 208.8 million, a decrease of 62.5 percent (348.2 million trips) from 2019.
In addition to the direct reduction in travel demand due to the COVID-19 pandemic, paid bus
ridership was also reduced by the suspension of fare collection on local bus routes from March to
August. This suspension was implemented to protect bus operators from exposure to the virus
and was lifted when appropriate barriers were installed on all buses.

2020 paratransit ridership was 7.1 million, a decrease of 35.3 percent (3.9 million passenger trips)
from 2019, also due to the impact of the pandemic. This percentile decrease was notably smaller
than the declines in regular subway and bus ridership, due mainly to the much smaller percentage
of work trips taken on paratransit compared with the other modes.

Annual Change in Weekday and Weekend Ridership

Average weekday total ridership decreased by 62.7 percent from 2019 to 2020. Subway and
bus ridership both decreased by 62.9 percent, and paratransit ridership decreased 33.4 percent.
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Average weekend total ridership (Saturday and Sunday combined) decreased by 61.2 percent.
Subway ridership decreased by 61.1 percent; bus ridership decreased by 62.0 percent, and
paratransit ridership decreased 41.8 percent.

Chart 1: Annual NYC Transit Ridership
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In 2020, subway and bus ridership decreased 62% due to the pandemic. The 0.8 billion total
ridership was the lowest in Transit history.
Chart 3: NYC Employment and Total Ridership Index
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New York City employment has historically been an important factor in ridership results. This
connection weakened in the period following the 2009 recession through 2019, when employment
increased 24.3 percent, but subway ridership increased by only 7.5 percent. And in 2020, the
63% plunge in total ridership drastically exceeded the 10% reduction in employment.

Chart 4: Annual Paratransit Ridership
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Paratransit ridership has grown rapidly since NYC Transit became responsible for the service in
1993. Growth leveled off from 2010-2017, then surged again during 2018-2019, before
plummeting by 35% in 2020 due to the pandemic.
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|[NON-REIMBURSABLE ||

Revenue

Farebox Revenue:
Subway

Bus

Paratransit

Fare Media Liability

Total Farebox Revenue

Other Operating Revenue:
Fare Reimbursement
Paratransit Reimbursement
Other

Total Other Operating Revenue
Capital and Other Reimbursements
Total Revenue

Expenses

Labor:

Payroll

Overtime

Total Salaries & Wages

Health and Welfare
OPEB Current Payment
Pensions

Other Fringe Benefits
Total Fringe Benefits
Reimbursable Overhead
Total Labor Expenses

Non-Labor:

Electric Power

Fuel

Insurance

Claims

Paratransit Service Contracts

Maintenance and Other Operating Contracts

Professional Service Contracts
Materials & Supplies

Other Business Expenses
Total Non-Labor Expenses

Other Expense Adjustments:

Other

Total Other Expense Adjustments
Total Expenses Before GASB Adjs.
Depreciation

GASB 75 OPEB Expense Adjustment
GASB 68 Pension Adjustment
Environmental Remediation

Total Expenses

Net Surplus/(Deficit)

(Excluding Subsidies and Debt Service)

Totals may not add due to rounding.

MTA NEW YORK CITY TRANSIT

2020 Year-End Report

Accrual Statement of Operations by Category

2020 Adopted Budget and Final Estimate vs. Actual

($in millions)

December 2020 Year-to-Date

Favorable/(Unfavorable) Variance

Adopted Final
Budget Estimate Actual
$ $ $
3,638.570 1,434.051 1,529.695
955.958 296.013 386.430
24.199 5.699 5.650
78.500 40.935 89.706
4,697.227 1,776.698 2,011.481
84.016 84.016 78.971
209.991 180.815 174.964
174.866 2,958.811 2,941.750
468.873 3,223.642 3,195.685
0.000 0.000 0.000
5,166.100 5,000.340 5,207.166
3,564.826 3,5637.147 3,476.823
507.687 607.577 582.371
4,072.513 4,144.724 4,059.194
1,009.257 971.522 914.139
540.067 514.019 459.200
1,025.426 1,034.300 1,025.846
515.628 596.605 416.039
3,090.378 3,116.446 2,815.224
(277.250) (202.067) (211.575)
6,885.641 7,059.103 6,662.843
295.134 249.875 239.842
102.365 65.384 59.027
70.490 74.836 75.353
229.142 195.636 112.089
488.644 344.686 326.316
274.327 352.189 333.545
183.226 155.621 146.113
333.267 315.204 292.386
87.484 53.041 50.053
2,064.079 1,806.472 1,634.724
0.000 0.000 0.000
0.000 0.000 0.000
8,949.720 8,865.575 8,297.567
1,928.062 1,928.062 2,069.768
1,345.800 1,345.800 699.401
(303.171) (303.171) (96.820)
0.000 0.000 96.961
11,920.411  11,836.266  11,066.877
(6,754.311)  (6,835.926)  (5,859.711)

Adopted Budget

$

(2,108.875)

(569.528)

(18.549)
11.206

(2,685.746)

(5.045)

(35.027)
2,766.884
2,726.812
0.000

41.066

88.003
(74.684)
13.319

95.118
80.867
(0.420)
99.589
275.154
(65.675)
222.798

55.292
43.338

(4.863)
117.053
162.328

(59.218)
37.113
40.881
37.431
429.355

0.000
0.000
652.153
(141.706)
646.399
(206.351)
(96.961)

853.534

894.600

%

(58.0)

(59.6)

(76.7)
14.3

(57.2)

(6.0)
(16.7)
1,582.3

581.6

0.8

25
(14.7)
0.3

9.4
15.0
(0.0)
19.3

23.7)
3.2

18.7
423

(6.9)
51.1
33.2

(21.6)
20.3
123
42.8
208

7.3

(7.3)
48.0

7.2

13.2

Final Estimate

$

95.644

90.417
(0.049)

48.771

234.783

(5.045)
(5.851)
(17.061)

(27.957)
0.000
206.826

60.324
25.206
85.530

57.383
54.819
8.454
180.566
301.222
9.508
396.260

10.033
6.357

(0.517)
83.547
18.370
18.644
9.508
22.818
2.988
171.748

0.000
0.000
568.008
(141.706)
646.399
(206.351)
(96.961)

769.389

976.215

%

6.4

(7.3)
48.0
68.1

6.5

14.3
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REIMBURSABLE

Revenue

Farebox Revenue

Other Operating Revenue

Capital and Other Reimbursements
Total Revenue

Expenses

Labor:

Payroll

Overtime

Total Salaries & Wages

Health and Welfare
OPEB Current Payment
Pensions

Other Fringe Benefits
Total Fringe Benefits
Reimbursable Overhead
Total Labor Expenses

Non-Labor:

Electric Power

Fuel

Insurance

Claims

Paratransit Service Contracts
Maintenance and Other Operating Contracts
Professional Service Contracts
Materials & Supplies

Other Business Expenses
Total Non-Labor Expenses

Other Expense Adjustments:

Other

Total Other Expense Adjustments
Total Expenses

Net Surplus/(Deficit)

(Excluding Subsidies and Debt Service)

Totals may not add due to rounding.

MTA NEW YORK CITY TRANSIT
2020 Year-End Report
Accrual Statement of Operations by Category
2020 Adopted Budget and Final Estimate vs. Actual
($in millions)

December 2020 Year-to-Date Favorable/(Unfavorable) Variance
Adopted Final
Budget Estimate Actual Adopted Budget Final Estimate
$ $ $ $ % $ %
0.000 0.000 0.000 0.000 - 0.000 -
0.000 0.000 0.000 0.000 - 0.000 -
1,334.447 1,061.354 1,087.952 (246.495) (18.5) 26.598 25
1,334.447 1,061.354 1,087.952 (246.495) (18.5) 26.598 25
529.969 415.191 417.323 112.646 21.3 (2.132) (0.5)
130.257 107.278 113.180 17.077 13.1 (5.902) (5.5)
660.226 522.469 530.503 129.723 19.6 (8.034) (1.5)
27.396 22.083 21.774 5.622 20.5 0.309 14
12.636 13.839 11.450 1.186 9.4 2.389 -
44.238 34.351 34.279 9.959 225 0.072 0.2
208.667 161.906 166.632 42.035 20.1 (4.726) (2.9)
292.937 232.179 234.135 58.802 20.1 (1.956) (0.8)
277.250 202.067 211.575 65.675 23.7 (9.508) 4.7)
1,230.413 956.715 976.213 254.200 20.7 (19.498) (2.0)
0.252 0.252 0.251 0.001 0.4 0.001 0.4
0.017 0.017 0.000 0.017 100.0 0.017 -
0.000 0.000 0.000 0.000 - 0.000 -
0.000 0.000 0.000 0.000 - 0.000 -
0.000 0.000 0.000 0.000 - 0.000 -
40.922 47.093 38.193 2.729 6.7 8.900 18.9
9.627 17.653 19.974 (10.347) (107.5) (2.321) (13.1)
53.698 37.854 45.161 8.537 15.9 (7.307) (19.3)
(0.482) 1.770 8.160 (8.642) 1,792.9 (6.390) (361.0)
104.034 104.639 111.739 (7.705) (7.4) (7.100) (6.8)
0.000 0.000 0.000 0.000 - 0.000 -
0.000 0.000 0.000 0.000 - 0.000 -
1,334.447 1,061.354 1,087.952 246.495 18.5 (26.598) (2.5)
0.000 0.000 0.000 0.000 - 0.000 -
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|[NON-REIMBURSABLE & REIMBURSABLE ||

MTA NEW YORK CITY TRANSIT
2020 Year-End Report

Accrual Statement of Operations by Category
2020 Adopted Budget and Final Estimate vs. Actual

($in millions)

December 2018 Year-to-Date

Favorable/(Unfavorable) Variance

Revenue

Farebox Revenue:
Subway

Bus

Paratransit

Fare Media Liability
Total Farebox Revenue

Other Operating Revenue:

Fare Reimbursement

Paratransit Reimbursement

Other

Total Other Operating Revenue
Capital and Other Reimbursements
Total Revenue

Expenses

Labor:

Payroll

Overtime

Total Salaries & Wages

Health and Welfare
OPEB Current Payment
Pensions

Other Fringe Benefits
Total Fringe Benefits
Reimbursable Overhead
Total Labor Expenses

Non-Labor:

Electric Power

Fuel

Insurance

Claims

Paratransit Service Contracts
Maintenance and Other Operating Contracts
Professional Service Contracts
Materials & Supplies

Other Business Expenses
Total Non-Labor Expenses

Other Expense Adjustments:
Other
Total Other Expense Adjustments

Total Expenses Before GASB Adjs.
Depreciation

GASB 75 OPEB Expense Adjustment
GASB 68 Pension Adjustment
Environmental Remediation

Total Expenses

Net Surplus/(Deficit)
(Excluding Subsidies and Debt Service)

Adopted Final
Budget Estimate Actual
$ $ $
3,638.570 1,434.051 1,529.695
955.958 296.013 386.430
24.199 5.699 5.650
78.500 40.935 89.706
4,697.227 1,776.698 2,011.481
84.016 84.016 78.971
209.991 180.815 174.964
174.866 2,958.811 2,941.750
468.873 3,223.642 3,195.685
1,334.447 1,061.354 1,087.952
6,500.547 6,061.694 6,295.118
4,094.795 3,952.338 3,894.146
637.944 714.855 695.551
4,732.739 4,667.193 4,589.697
1,036.653 993.605 935.913
552.703 527.858 470.650
1,069.664 1,068.651 1,060.125
724.295 758.511 582.671
3,383.315 3,348.625 3,049.359
0.000 0.000 0.000
8,116.054 8,015.818 7,639.056
295.386 250.127 240.093
102.382 65.401 59.027
70.490 74.836 75.353
229.142 195.636 112.089
488.644 344.686 326.316
315.249 399.282 371.738
192.853 173.274 166.087
386.965 353.058 337.547
87.002 54.811 58.213
2,168.113 1,911.111 1,746.463
0.000 0.000 0.000
0.000 0.000 0.000
10,284.167 9,926.929 9,385.519
1,928.062 1,928.062 2,069.768
1,345.800 1,345.800 699.401
(303.171) (303.171) (96.820)
0.000 0.000 96.961
13,254.858  12,897.620  12,154.829
(6,754.311)  (6,835.926)  (5,859.711)

Adopted Budget

$ % $
(2,108.875) (58.0) 95.644
(569.528) (59.6) 90.417
(18.549) (76.7) (0.049)
11.206 14.3 48.771
(2,685.746) (57.2) 234.783
(5.045) (6.0) (5.045)
(35.027) (16.7) (5.851)
2,766.884  1582.3 (17.061)
2,726.812 581.6 (27.957)
(246.495) (18.5) 26.598
(205.429) (3.2) 233.424
200.649 49 58.192
(57.607) (9.0) 19.304
143.042 3.0 77.496
100.740 9.7 57.692
82.053 14.8 57.208
9.539 0.9 8.526
141.624 19.6 175.840
333.956 9.9 299.266
0.000 - 0.000
476.998 5.9 376.762
55.293 18.7 10.034
43.355 423 6.374
(4.863) (6.9) (0.517)
117.053 51.1 83.547
162.328 332 18.370
(56.489) (17.9) 27.544
26.766 13.9 7.187
49.418 12.8 15.511
28.789 33.1 (3.402)
421,650 19.4 164.648
0.000 - 0.000
0.000 - 0.000
898.648 8.7 541.410
(141.706) (7.3) (141.706)
646.399 48.0 646.399
(206.351) - (206.351)
(96.961) - (96.961)
1,100.029 8.3 742.791
894.600 13.2 976.215

Final Estimate
%

6.7
305
(0.9)

119.1
132

(6.0)
(3.2)
(0.6)
(0.9)
25
3.9

55

(7.3)
480
68.1

5.8

14.3
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Receipts

Farebox Revenue

Other Operating Revenue:

Fare Reimbursement

Paratransit Reimbursement

Other

Total Other Operating Revenue
Capital and Other Reimbursements

Total Receipts

Expenditures
Labor:

Payroll
Overtime

Total Salaries & Wages

Health and Welfare
OPEB Current Payment
Pensions

Other Fringe Benefits
Total Fringe Benefits

GASB Account
Reimbursable Overhead

Total Labor Expenditures

Non-Labor:

Electric Power

Fuel

Insurance

Claims

Paratransit Service Contracts

Maintenance and Other Operating Contracts
Professional Service Contracts

Materials & Supplies

Other Business Expenses

Total Non-Labor Expenditures

Other Expenditure Adjustments:
Other

Total Other Expenditure Adjustments
Total Expenditures
Net Surplus/(Deficit)

(Excluding Subsidies and Debt Service)

Totals may not add due to rounding.

MTA NEW YORK CITY TRANSIT
2020 Year-End Report
Cash Receipts and Expenditures

2020 Adopted Budget and Final Estimate vs. Actual

($in millions)

December 2020 Year-to-Date

Favorable/(Unfavorable) Variance

Adopted Final
Budget Estimate Actual
$ $ $
4,697.427 1,776.898 1,957.647
54.016 54.016 20.201
210.125 226.701 213.473
67.352 2,892.860 2,876.466
331.493 3,173.577 3,110.140
1,344.039 1,114.649 1,017.801
6,372.959 6,065.124 6,085.588
4,100.642 3,925.645 3,894.751
637.944 714.855 695.551
4,738.586 4,640.500 4,590.302
1,025.155 985.107 925.652
552.703 527.858 470.649
1,069.665 1,068.651 1,038.120
536.541 517.862 320.306
3,184.064 3,099.478 2,754.727
0.000 0.000 0.000
0.000 0.000 0.000
7,922.650 7,739.978 7,345.029
306.308 261.049 252.324
102.382 65.401 69.296
71.205 81.109 89.018
143.867 110.361 94.141
486.644 342.686 343.503
319.918 403.214 343.860
183.854 174.168 174.139
385.465 348.558 325.338
87.002 54.812 59.387
2,086.645 1,841.358 1,751.006
0.000 0.000 0.000
0.000 0.000 0.000
10,009.295 9,581.336 9,096.035
(3,636.336)  (3,516.212)  (3,010.447)

Adopted Budget

$ % $

(2,739.780) (58.3) 180.749
(33.815) (62.6) (33.815)
3.348 1.6 (13.228)
2,809.114  4,170.8 (16.394)
2,778.647 838.2 (63.437)
(326.238) (24.3) (96.848)
(287.371) (4.5) 20.464
205.891 5.0 30.894
(57.607) (9.0) 19.304
148.284 3.1 50.198
99.503 9.7 59.455
82.054 14.8 57.209
31.545 2.9 30.531
216.235 403 197.556
429.337 13.5 344.751
0.000 - 0.000
0.000 - 0.000
577.621 7.3 394.949
53.984 17.6 8.725
33.086 323 (3.895)
(17.813) (25.0) (7.909)
49.726 346 16.220
143.141 29.4 (0.817)
(23.942) (7.5) 59.354
9.715 5.3 0.029
60.127 15.6 23.220
27.615 317 (4.575)
335.639 16.1 90.352
0.000 - 0.000
0.000 - 0.000
913.260 9.1 485.301
625.889 17.2 505.765

Final Estimate
%

0.8

11

6.0
10.8

38.1
111

5.1

3.3
(6.0)
(9.8)

14.7

5.1

144
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MTA NEW YORK CITY TRANSIT
2020 Year-End Report
Cash Conversion (Cash Flow Adjustments)
2020 Adopted Budget and Final Estimate vs. Actual
($in millions)

December 2020 Year-to-Date Favorable/(Unfavorable) Variance
Adopted Final
Budget Estimate Actual Adopted Budget Final Estimate
$ $ $ $ % $ %

Receipts
Farebox Revenue 0.200 0.200 (53.834) (54.034) (27,017.0) (54.034) (27,017.0)
Other Operating Revenue:
Fare Reimbursement (30.000) (30.000) (58.770) (28.770) - (28.770) -
Paratransit Reimbursement 0.134 45.886 38.509 38.375 28,638.1 (7.377) (16.1)
Other (107.514) (65.951) (65.284) 42.230 (39.3) 0.667 (1.0
Total Other Operating Revenue (137.380) (50.065) (85.545) 51.835 (37.7) (35.480) 70.9
Capital and Other Reimbursements 9.592 53.295 (70.151) (79.743) (831.3) (123.446) 231.6
Total Receipts (127.588) 3.430 (209.530) (81.942) 64.2 (212.960) 6,208.7
Expenditures
Labor:
Payroll (5.847) 26.693 (0.605) 5.242 (89.7) (27.298) (102.3)
Overtime 0.000 0.000 0.000 0.000 - 0.000 -
Total Salaries & Wages (5.847) 26.693 (0.605) 5.242 (89.7) (27.298) (102.3)
Health and Welfare 11.498 8.498 10.261 (1.237) (10.8) 1.763 (20.7)
OPEB Current Payment 0.000 0.000 0.001 0.001 - 0.001 -
Pensions (0.001) 0.000 22.005 22.006  (2,200,600.0) 22.005 #DIV/O!
Other Fringe Benefits 187.754 240.649 262.365 74.611 39.7 21.716 9.0
Total Fringe Benefits 199.251 249.147 294.632 95.381 47.9 45.485 18.3
GASB Account 0.000 0.000 0.000 0.000 - 0.000 -
Reimbursable Overhead 0.000 0.000 0.000 0.000 - 0.000 -
Total Labor Expenditures 193.404 275.840 294.027 100.623 52.0 18.187 6.6
Non-Labor:
Electric Power (10.922) (10.922) (12.231) (1.309) - (1.309) -
Fuel 0.000 0.000 (10.269) (10.269) - (10.269) -
Insurance (0.715) (6.273) (13.665) (12.950) (1,811.2) (7.392) 117.8
Claims 85.275 85.275 17.948 (67.327) (79.0) (67.327) (79.0)
Paratransit Service Contracts 2.000 2.000 (17.187) (19.187) 959.4 (19.187) (959.4)
Maintenance and Other Operating Contracts (4.669) (3.932) 27.878 32.547 697.1 31.810 809.0
Professional Service Contracts 8.999 (0.894) (8.052) (17.051) (189.5) (7.158) 800.7
Materials & Supplies 1.500 4.500 12.209 10.709 713.9 7.709 (171.3)
Other Business Expenses 0.000 (0.001) (1.174) (1.174) - (1.173) -
Total Non-Labor Expenditures 81.468 69.753 (4.543) (86.011) (105.6) (74.296) (106.5)
Other Expenditure Adjustments:
Other 0.000 0.000 0.000 0.000 - 0.000 -
Total Other Expenditure Adjustments 0.000 0.000 0.000 0.000 - 0.000 -
Total Expenditures Before GASB Adjs. 274.872 345.593 289.484 14.612 53 (56.109) (16.2)
Depreciation 1,928.062 1,928.062 2,069.768 141.706 7.3 141.706 7.3
GASB 75 OPEB Expense Adjustment 1,345.800 1,345.800 699.401 (646.399) (48.0) (646.399) (48.0)
GASB 68 Pension Adjustment (303.171) (303.171) (96.820) 206.351 - 206.351 (68.1)
Environmental Remediation 0.000 0.000 96.961 96.961 - 96.961 -
Total Expenditures 3,245.563 3,316.284 3,058.794 (186.769) (5.8) (257.490) (7.8)
Net Surplus/(Deficit)
(Excluding Subsidies and Debt Service) 3,117.975 3,319.714 2,849.264 (268.711) (8.6) (470.450) (14.2)

Totals may not add due to rounding.

Master Page # 177 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



MTA NEW YORK CITY TRANSIT
2020 Year-End Report
Ridership/Traffic Volume (Utilization)
(ridership in millions)

December 2020 Year-to-Date

Favorable/(Unfavorable)
Adopted Final Adopted Budget Final Estimate
Budget Estimate Actual Variance Percent Variance Percent
Subway 1,701.742 614.393 639.541 (1,062.201) (62.4%) 25.148 4.1%
Bus 556.950 165.820 208.847 (348.103) (62.5%) 43.027 25.9%
Paratransit 11.555 7.329 7.117 (4.438) (38.4%) (0.212) (2.9%)
Total Utilization 2,270.247 787.542 855.505 (1,414.742) (62.3%) 67.963 8.6%

Notes: Paratransit ridership includes guests and personal care attendants.
Totals may not add due to rounding.
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MTA NEW YORK CITY TRANSIT
2020 Year-End Report

2020 CASH RESULTS - ACTUAL vs. FINAL ESTIMATE
($in millions)

Receipts
Farebox Revenue

Vehicle Toll Revenue

Other Operating Revenue

Capital and Other Reimbursements
Total Receipts

Expenditures
Labor:

Payroll

Overtime

Health and Welfare

OPEB Current Payment
Pensions

Other Fringe Benefits
GASB Account
Reimbursable Overhead
Total Labor Expenditures

Non-Labor:

Electric Power

Fuel

Insurance

Claims

Paratransit Service Contracts
Maintenance and Other Operating Contracts
Professional Service Contracts
Materials & Supplies

Other Business Expenses

Total Non-Labor Expenditures

Other Expenditure Adjustments:

Other
Total Other Expenditure Adjustments

Total Expenditures

Baseline Net Cash Deficit

Totals may not agree due to rounding.
Results are subject to audit

Favorable/(Unfavorable) Variance

Final

Estimate Actual Total Real Timing
$1,776.9  $1,957.6 $180.7 $186.5 ($5.7)
0.0 0.0 0.0 0.0 $0.0
3,173.6 3,110.1 (63.4) (43.0) (20.5)
1,114.6 1,017.8 (96.8) 27.6 (124.5)
6,065.1 6,085.6 20.5 171.2 (150.7)
3,925.6 3,894.8 30.9 30.9 $0.0
714.9 695.6 19.3 19.3 $0.0
985.1 925.7 59.5 52.5 $7.0
527.9 470.6 57.2 57.2 $0.0
1,068.7 1,038.1 30.5 8.5 $22.0
517.9 320.3 197.6 34 $194.1
0.0 0.0 0.0 0.0 $0.0
0.0 0.0 0.0 0.0 $0.0
7,740.0 7,345.0 394.9 171.8 223.1
261.0 252.3 8.7 8.7 $0.0
65.4 69.3 (3.9 3.1 ($7.0)
81.1 89.0 (7.9) (7.9) $0.0
110.4 94.1 16.2 16.2 $0.0
342.7 343.5 (0.8) (0.8) $0.0
403.2 343.9 59.4 40.6 $18.8
174.2 1741 0.0 (16.0) $16.0
348.6 325.3 23.2 13.8 $9.4
54.8 59.4 (4.6) (4.6) $0.0
1,841.4 1,751.0 90.4 53.1 37.2
0.0 0.0 0.0 0.0 $0.0
0.0 0.0 0.0 0.0 0.0
9,581.3 9,096.0 485.3 225.0 260.3
($3,516.2) ($3,010.4) $505.8 $396.1 $109.6
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Operating Receipts

Farebox Revenue

Other Operating Revenue:
Fare Reimbursement
Paratransit Reimbursement
Other

Total Other Operating Revenue
Total Operating Receipts

Operating Expenditures
Labor:

Payroll

Overtime

Total Salaries & Wages

Health and Welfare (including OPEB)
Pensions

Other Fringe Benefits

Total Fringe Benefits

GASB Account
Reimbursable Overhead
Total Labor Expenditures

Non-Labor:

Electric Power

Fuel

Insurance

Claims

Paratransit Service Contracts
Maintenance and Other Operating Contracts
Professional Service Contracts
Materials & Supplies

Other Business Expenses

Total Non-Labor Expenditures

Other Expenditure Adjustments:

Other

Total Other Expenditure Adjustments
Total Operating Expenditures

Capital and Other Reimbursements

Capital and Other Reimbursable Expenditures

Net Capital and Other Reimbursements

Net Cash Deficit

MTA NEW YORK CITY TRANSIT

2020 Year-End Report
2020 OPERATING CASH RESULTS - ACTUAL vs. FINAL ESTIMATE
($in millions)

Final
Estimate Actual

$ $
1,776.9 1,957.6
54.0 20.2
226.7 2135
2,892.9 2,876.5
3,173.6 3,110.1
4,950.5 5,067.8
3,510.5 3,477.4
607.6 582.4
4,118.0 4,059.8
1,477.0 1,363.1
1,034.3 1,003.8
356.0 153.7
2,867.3 2,520.6
0.0 0.0
(202.1) (211.6)
6,783.3 6,368.8
260.8 252.1
65.4 69.3
81.1 89.0
110.4 94.1
342.7 3435
356.1 305.7
156.5 154.2
310.7 280.2
53.0 51.2
1,736.7 1,639.3
0.0 0.0
0.0 0.0
8,520.0 8,008.1
1,114.6 1,017.8
1,061.4 1,088.0
53.3 (70.2)
(3,516.2) (3,010.4)

Favorable/(Unfavorable) Variance

Total

$

180.7

(33.8)
(13.2)
(16.4)
(63.4)
117.3

33.0
25.2
58.2

114.0

30.5
202.3
346.7

0.0
9.5
414.4

8.7
(3.9)
(7.9)
16.2
(0.8)
50.5
2.4
30.5
18
97.5

0.0
0.0
511.9
(96.8)
(26.6)
(123.4)

505.8

Real
$

186.5

(18.8)
(7.8)
(16.4)
(43.0)
1435

33.0
25.2
58.2

107.0
8.5
8.2

123.6

0.0
9.5
191.3

8.7
3.1
(7.9)
16.2
(0.8)
31.7
(12.1)
21.1
1.8
61.8

0.0
0.0
253.1
27.6

(28.1)

(0.5)

396.1

Timing
$

(6.7

(15.0)
(5.5)
0.0

(20.5)

(26.2)

0.0
0.0
0.0

7.0
22.0
194.1
223.1

0.0
0.0
223.1

0.0
(7.0)
0.0
0.0
0.0
18.8
14.5
9.4
0.0
35.7

0.0
0.0
258.8

(124.5)
1.6

(122.9)

109.6
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MTA NEW YORK CITY TRANSIT
2020 Year-End Report
2020 OPERATING CASH RESULTS - ACTUAL vs. ADOPTED BUDGET
($in millions)

Favorable
Adopted (Unfavorable)
Budget Actual Variance
$ $ $
Operating Receipts
Farebox Revenue 4,697.4 1,957.6 (2,739.8)
Other Operating Revenue:
Fare Reimbursement 54.0 20.2 (33.8)
Paratransit Reimbursement 210.1 2135 3.3
Other 67.4 2,876.5 2,809.1
Total Other Operating Revenue 3315 3,110.1 2,778.6
Total Operating Receipts 5,028.9 5,067.8 38.9
Operating Expenditures
Labor:
Total Salaries & Wages 4,078.4 4,059.8 18.6
Health and Welfare (including OPEB) 1,537.8 1,363.1 174.7
Pensions 1,025.4 1,003.8 21.6
Other Fringe Benefits 327.9 153.7 174.2
Total Fringe Benefits 2,891.1 2,520.6 370.5
GASB Account 0.0 0.0 0.0
Reimbursable Overhead (277.2) (211.6) (65.7)
Total Labor Expenditures 6,692.2 6,368.8 323.4
Non-Labor:
Electric Power 306.1 252.1 54.0
Fuel 102.4 69.3 33.1
Insurance 71.2 89.0 (17.8)
Claims 143.9 94.1 49.7
Paratransit Service Contracts 486.6 343.5 143.1
Maintenance and Other Operating Contracts 279.0 305.7 (26.7)
Professional Service Contracts 174.2 154.2 20.1
Materials & Supplies 331.8 280.2 51.6
Other Business Expenses 87.5 51.2 36.3
Total Non-Labor Expenditures 1,982.6 1,639.3 343.3
Other Expenditure Adjustments:
Other 0.0 0.0 0.0
Total Other Expenditure Adjustments 0.0 0.0 0.0
Total Operating Expenditures 8,674.8 8,008.1 666.8
Capital and Other Reimbursements 1,344.0 1,017.8 (326.2)
Capital and Other Reimbursable Expenditures 1,334.4 1,088.0 246.5
Net Capital and Other Reimbursements 9.6 (70.2) (79.7)
Net Cash Deficit (3,636.3) (3,010.4) 625.9

Totals may not add due to rounding.
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MTA NEW YORK CITY TRANSIT

2020 Year-End Report
TOTAL POSITIONS BY FUNCTION AND DEPARTMENT
NON-REIMBURSABLE AND FULL-TIME POSITIONS/FULL-TIME EQUIVALENTS

December 2020 Year-to-Date Favorable/(Unfavorable) Variance
Adopted Einal Adopted Budget Einal Estimate
Budget Estimate Actual Variance Percent Variance Percent
Administration:
Office of the President 25 25 23 2 8.0% 2 8.0%
Law 281 281 236 45  16.0% 45  16.0%
Office of the EVP 14 13 8 6 42.9% 5 38.5%
Human Resources 220 218 183 37 16.8% 35 16.1%
Office of Management and Budget 41 41 28 13 31.7% 13 31.7%
Capital Planning and Budget 37 37 26 11 29.7% 11 29.7%
Strategy & Customer Experience 188 189 178 10 5.3% 11 5.8%
Non-Departmental 4 0 0 4 100.0% 0 0.0%
Labor Relations 84 84 76 8 9.5% 8 9.5%
Office of People & Business Transformation 18 18 11 7 38.9% 7 38.9%
Materiel 238 235 204 34  14.3% 31 13.2%
Controller 114 114 101 13 11.4% 13 11.4%
Total Administration 1,264 1,255 1,074 190 15.0% 181 14.4%
Operations:
Subways Service Delivery 8,207 8,198 7,868 339 4.1% 330 4.0%
Subways Operations Support/Admin 412 406 396 16 3.9% 10 2.5%
Subways Stations 2,638 2,603 2,396 242 9.2% 207 8.0%
Subtotal Subways 11,257 11,207 10,660 597 5.3% 547 4.9%
Buses 10,957 11,050 10,809 148 1.4% 241 2.2%
Paratransit 214 214 182 32 15.0% 32 15.0%
Operations Planning 386 386 335 51 13.2% 51 13.2%
Revenue Control 641 641 562 79  12.3% 79 12.3%
Non-Departmental 93 0 0 93 100.0% 0 0.0%
Total Operations 23,548 23,498 22,548 1,000 4.2% 950 4.0%
Maintenance:
Subways Operations Support/Admin 113 118 79 34 30.1% 39 33.1%
Subways Engineering 358 358 314 44  12.3% 44  12.3%
Subways Car Equipment 5,079 4,799 4,704 375 7.4% 95 2.0%
Subways Infrastructure 1,871 1,881 1,828 43 2.3% 53 2.8%
Subways Elevators & Escalators 477 476 448 29 6.1% 28 5.9%
Subways Stations 3,483 3,476 3,228 255 7.3% 248 7.1%
Subways Track 3,096 3,164 2,823 273 8.8% 341 10.8%
Subways Power 686 686 634 52 7.6% 52 7.6%
Subways Signals 1,679 1,698 1,611 68 4.1% 87 5.1%
Subways Electronic Maintenance 1,620 1,620 1,462 158 9.8% 158 9.8%
Subtotal Subways 18,462 18,276 17,131 1,331 7.2% 1,145 6.3%
Buses 3,466 3,484 3,374 92 2.7% 110 3.2%
Supply Logistics 548 548 522 26 4.7% 26 4.7%
System Safety 93 93 79 14  15.1% 14 151%
Non-Departmental (164) (116) 14 (178) 108.5% (130) 112.1%
Total Maintenance 22,405 22,285 21,120 1,285 5.7% 1,165 5.2%
Engineering:
Capital Program Management 1,450 1,450 1,129 321 22.1% 321 22.1%
Total Engineering/Capital 1,450 1,450 1,129 321 22.1% 321 22.1%
Public Safety:
Security 652 652 593 59 9.0% 59 9.0%
Total Public Safety 652 652 593 59 9.0% 59 9.0%
Total Positions 49,319 49,140 46,464 2,855 5.8% 2,676 5.4%
Non-Reimbursable 44,034 44,077 42,603 1,431 3.2% 1,474 3.3%
Reimbursable 5,285 5,063 3,861 1,424  26.9% 1,202 23.7%
Total Full-Time 49,129 48,950 46,343 2,786 5.7% 2,607 5.3%
Total Full-Time Equivalents 190 190 121 69 36.3% 69 36.3%

Estimate. FinalFY20
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MTA NEW YORK TRANSIT
2020 Year-End Report
TOTAL POSITIONS by FUNCTION and OCCUPATION
FULL-TIME POSITIONS and FULL-TIME EQUIVALENTS

December 2020 Year-to-Date Favorable/(Unfavorable) Variance
FUNCTION/OCCUPATION Adopted Final Adopted Budget Final Estimate
Budget Estimate Actual Variance Percent Variance Percent
Administration:
Managers/Supervisors 444 438 362 82 18.5% 76 17.4%
Professional, Technical,Clerical 788 785 682 106 13.5% 103 13.1%
Operational Hourlies 32 32 30 2 6.3% 2 6.3%
Total Administration 1,264 1,255 1,074 190 15.0% 181 14.4%
Operations:
Managers/Supervisors 2,820 2,819 2,662 158 5.6% 157 5.6%
Professional, Technical,Clerical 578 581 496 82 14.2% 85 14.6%
Operational Hourlies 20,150 20,098 19,390 760 3.8% 708 3.5%
Total Operations 23,548 23,498 22,548 1,000 4.2% 950 4.0%
Maintenance:
Managers/Supervisors 3,947 3,952 3,702 245 6.2% 250 6.3%
Professional, Technical,Clerical 1,063 1,065 836 227 21.4% 229 21.5%
Operational Hourlies 17,395 17,268 16,582 813 4.7% 686 4.0%
Total Maintenance 22,405 22,285 21,120 1,285 5.7% 1165 5.2%
Engineering/Capital:
Managers/Supervisors 364 364 278 86 23.6% 86 23.6%
Professional, Technical,Clerical 1,084 1,084 849 235 21.7% 235 21.7%
Operational Hourlies 2 2 2 - 0.0% 0 0.0%
Total Engineering/Capital 1,450 1,450 1,129 321 22.1% 321 22.1%
Public Safety:
Managers/Supervisors 270 270 242 28 10.4% 28 10.4%
Professional, Technical,Clerical 41 41 31 10 24.4% 10 24.4%
Operational Hourlies 341 341 320 21 6.2% 21 6.2%
Total Public Safety 652 652 593 59 9.0% 59 9.0%
Total Positions:
Managers/Supervisors 7,845 7,843 7,246 599 7.6% 597 7.6%
Professional, Technical,Clerical 3,554 3,556 2,894 660 18.6% 662 18.6%
Operational Hourlies 37,920 37,741 36,324 1,596 4.2% 1417 3.8%
Total Positions 49,319 49,140 46,464 2,855 5.8% 2676 5.4%
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Standard Follow-Up Reports: @
SIR 2020 Year-End Report Summary

2020 Final Estimate vs. Actual

Accrual / Non-Reimbursable

Operating revenues in 2020 of $26.947 million were unfavorable to the Final Estimate by $0.827
million (3.0 percent) mainly due to lower student fare reimbursement.

Operating expenses of $56.678 million, before non-cash adjustments were below the Final
Estimate by $11.450 million (16.8 percent).

Labor expenses were lower by a net $6.326 million (12.1 percent), including an underrun
in Health & Welfare/OPEB Current Payment expenses of $1.985 million (21.3 percent),
due mostly to the impact of implementing market checks and pricing controls, put in place
to prevent overpricing of medications that resulted in lower prices/rates (credits) mainly
for medications. Payroll expenses were below the Final Estimate by $0.256 million (1.0
percent), due mostly to vacancies. Reimbursable Overhead credits were favorable by
$1.846 million (over 100.0 percent), due to related account corrections. Other Fringe
Benefits were less than the Final Estimate by $0.335 million (6.6 percent), due primarily
to lower Workers’ Compensation reserve requirements, based on a current actuarial
update. Overtime expenses were less than the Final Estimate by $1.121 million (34.6
percent), mainly due to a reduction in maintenance work impacted by the COVID-19
pandemic and less severe weather-related events.

Non-labor expenses were below the Final Estimate by $5.124 million (31.9 percent).
Maintenance and Other Operating Contracts and Other Business Expenses were below
the Final Estimate by $2.709 million (76.0 percent) and $1.510 million (77.2 percent),
respectively, due to the timing in the implementation of new projects. Electric Power
expenses were more than the Final Estimate by $0.064 million (1.9 percent), due mainly
to higher consumption. Claims expenses underran the Final Estimate by $0.103 million
(10.4 percent), based on a current public liability actuarial valuation.

Depreciation expenses of $10.831 million were $1.170 million (9.7 percent) below the Final
Estimate. GASB 75 OPEB Expense Adjustments were $2.585 million favorable to the Final
Estimate, while GASB 68 Pension Expense Adjustments were $0.324 million unfavorable to the
Final Estimate. An Environmental Remediation credit of $0.831 million was recorded based on
GASB 49.

Master Page # 187 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



Cash Results — Final Estimate vs. Actual

The MTA Staten Island Railway’s net cash deficit (excluding subsidies and loans) at the end of
2020 was $23.281 million, $17.062 million (42.3 percent) favorable to the Final Estimate. This
variance consisted of a favorable real variance of $7.228 million and a favorable timing variance
of $9.835 million.

The favorable net real variance of $7.228 million included a favorable labor variance of $5.728
million, largely arising from vacancies. Non-labor expenses generated a net favorable real
variance of $1.378 million, mainly due to lower Maintenance and Other Operating Contracts,
Claims and Other Business Expenses, partially offset by higher Materials & Supplies expenses.
The favorable timing variance of $9.835 million is attributed mostly to the timing of labor expenses
from wage accruals for retroactive payments, and the timing of Other Business Expenses and
maintenance projects in progress.

2020 Adopted Budget vs. Actual
Accrual Results - Non-Reimbursable

Operating revenues in 2020 of $26.947 million were above the Adopted Budget by $17.810 million
(over 100.0 percent) due to higher Other Operating Revenue of $22.135 million resulting from the
receipt of federal CARES Acts funds of $23.298 million. This was partially offset by lower Farebox
Revenue of $4.326 million due primarily to the impact of the COVID-19 pandemic, including the
New York State On PAUSE executive order on travel restrictions.

Operating expenses of $56.678 million were below budget by $5.332 million (8.6 percent).

e Labor expenses were lower by a net $4.471 million (8.9 percent), including an underrun
in Health & Welfare/OPEB current expenses of $2.774 million (27.5 percent), due mostly
to the impact of implementing market checks and pricing controls, put in place to prevent
overpricing of medications that resulted in lower prices/rates (credits) mainly for
medications. Reimbursable Overhead credits were favorable by $1.846 million (over
100.0 percent), due largely to higher reimbursable work requirements. Other Fringe
Benefits were less than the Adopted Budget by $0.106 million (2.2 percent), due primarily
to lower Workers’ Compensation reserve requirements, based on a current actuarial
update. Overtime expenses were less than the Adopted Budget by $0.270 million (11.3
percent), due to reduced service, maintenance activities and tightened management
controls.

¢ Non-labor expenses were under the Adopted Budget by a net $0.861 million (7.3 percent).
Maintenance and Other Operating Contract expenses and Other Business Expenses were
below the Adopted Budget by $1.519 million (64.0 percent) and $0.285 (39.0 percent),
respectively, largely due to maintenance projects in progress. Partially offsetting these
favorable results were higher Claims expenses of $0.797 million (over 100.0 percent),
based on the current actuarial valuation.
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MTA STATEN ISLAND RAILWAY
2020 YEAR-END REPORT
Explanation of Variances on Positions by
Function and Department
Non-Reimbursable-Reimbursable and Full-Time/Full-Time Equivalents

2020 Final Estimate vs. Actual

At the end of 2020, there were 346 actual incumbents, 39 less than the Final Estimate. This
variance was comprised of nine positions in Administration, 14 positions in Operations, nine
positions in Maintenance, and seven positions in Engineering/Capital. By occupational groups,
seven positions were Professional/Technical/Clerical and 32 were Operational Hourlies.

2020 Adopted Budget vs. Actual

Atthe end of 2020, there were 346 actual incumbents, 37 less than the 2020 budget. This variance
was comprised of seven positions in Administration, 14 positions in Operations, nine positions in
Maintenance, and seven positions in Engineering/Capital. By occupational groups, seven
positions were Professional/Technical/Clerical and 30 were Operational Hourlies.
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MTA STATEN ISLAND RAILWAY
2020 YEAR-END REPORT
EXPLANATIONS OF VARIANCES ON RIDERSHIP/TRAFFIC VOLUME (UTILIZATION)

Ridership

Total ridership of 1.426 million was 3.9 percent (0.057 million trips) below the 2020 Final Estimate.
However, compared to the Adopted Budget, total ridership was 66.6 percent (2.848 million trips)
below the 2020 Adopted Budget, reflecting the impact of the COVID-19 pandemic.

Annual Change in Ridership

2020 total ridership was 66.8 percent (2.874 million trips) below 2019. The plummet in ridership
was mainly due to the travel restrictions and service reductions as a result of the COVID-19
pandemic and shutdowns during capital construction activities.

Annual Change in Weekday and Weekend Ridership

Impacted by the COVID-19 pandemic, 2020 average weekday ridership decreased 66.4 percent
from 2019 and average weekend ridership (Saturday and Sunday combined) decreased 76.8
percent.
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Chart 1: SIR Annual Ridership

5.0 4

45 A

4.0

35 A

3.0

25 A

20

15 4

1.0 A

05 1

0.0 4

(In Millions)

4.38 4.37

411 4.13 413

13.93 3.95 3.96

3.78

3.59

3.40 3.46
3.34

4.45

437 450 453

4.52

4.30

1.43

1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 2018 2019 2020

2020 SIR ridership decreased 66.8 percent from 2019 to the lowest point ever due to the
pandemic. Prior to pandemic, SIR ridership had increased 10.4 percent since 1998 and 38.2
percent since 2004.
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Chart 2: SIR Average Weekday and Weekend Ridership
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2020 ridership decreased 66.4% in weekdays and 76.8% in weekends by the pandemic,

both of which were the lowest in history. From 1998 through 2019, SIR ridership had

increased 10.4 percent on weekdays and decreased 5.8 percent on weekends.
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Accrual Statement of Operations by Category

MTA STATEN ISLAND RAILWAY
2020 Year-End Report

2020 Adopted Budget and Final Estimate vs. Actual

NON-REIMBURSABLE

($ in millions)

December 2020 Year-to-Date

Favorable/(Unfavorable) Variance

Revenue

Farebox Revenue

Vehicle Toll Revenue

Other Operating Revenue

Capital and Other Reimbursements
Total Revenue

Expenses

Labor:

Payroll

Overtime

Health and Welfare
OPEB Current Payment
Pensions

Other Fringe Benefits
Reimbursable Overhead
Total Labor Expenses

Non-Labor:

Electric Power

Fuel

Insurance

Claims

Paratransit Service Contracts
Maintenance and Other Operating Contracts
Professional Service Contracts
Materials & Supplies

Other Business Expenses
Total Non-Labor Expenses

Other Expense Adjustments:
Other
Total Other Expense Adjustments

Total Expenses Before Depreciation

Depreciation

GASB 75 OPEB Expense Adjustment
GASB 68 Pension Adjustment
Environmental Remediation

Total Expenses

Net Surplus/(Deficit)
(Excluding Subsidies and Debt Service)

Totals may not add due to rounding

Adopted Final
Budget Estimate Actual Adopted Budget Final Estimate
$ % $ %
$6.669 $2.362 $2.343 ($4.326) (64.9) ($0.019) (0.8)
0.000 0.000 0.000 0.000 0.000 -
2.468 25.412 24.603 22.135 * (0.809) 3.2)
0.000 0.000 0.000 0.000 - 0.000 -
$9.137 $27.774 $26.947 $17.810 * ($0.827) (3.0)
$26.081 $26.545 $26.289 ($0.208) (0.8) $0.256 1.0
2.387 3.238 2.117 0.270 11.3 1.121 34.6
7.376 6.587 5.033 2.343 31.8 1.554 23.6
2.723 2.723 2.292 0.431 15.8 0.431 15.8
7.738 8.838 8.055 (0.317) (4.1) 0.783 8.9
4.820 5.049 4714 0.106 2.2 0.335 6.6
(0.903) (0.903) (2.749) 1.846 * 1.846 *
$50.222 $52.077 $45.751 $4.471 8.9 $6.326 12.1
$3.904 $3.292 $3.356 $0.548 14.0 ($0.064) (1.9)
0.279 0.225 0.245 0.034 12.2 (0.020) (8.9)
1.205 1.012 0.966 0.239 19.8 0.046 45
0.090 0.990 0.887 (0.797) * 0.103 10.4
0.000 0.000 0.000 0.000 - 0.000 -
2.375 3.565 0.856 1.519 64.0 2.709 76.0
1.059 1.742 1.535 (0.476) (44.9) 0.207 11.9
2.146 3.271 2.637 (0.491) (22.9) 0.634 19.4
0.730 1.955 0.445 0.285 39.0 1.510 77.2
$11.788 $16.051 $10.927 $0.861 7.3 $5.124 31.9
$0.000 $0.000 $0.000 $0.000 - $0.000 -
$0.000 $0.000 $0.000 $0.000 - $0.000 -
$62.010 $68.128 $56.678 $5.332 8.6  $11.450 16.8
12.000 12.000 10.831 1.170 9.7 1.170 9.7
7.500 5.500 2.916 4.585 61.1 2.585 47.0
(0.100) (0.100) 0.224 (0.324) * (0.324) *
0.000 0.000 0.831 (0.831) - (0.831) -
$81.410 $85.528 $71.479 $9.931 12.2  $14.049 19.7
($72.273)  ($57.754)  ($44.532)  $27.741 384 $13.222 22.9
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Accrual Statement of Operations by Category

MTA STATEN ISLAND RAILWAY
2020 Year-End Report

2020 Adopted Budget and Final Estimate vs. Actual

REIMBURSABLE

($ in millions)

December 2020 Year-to-Date

Favorable/(Unfavorable) Variance

Revenue

Farebox Revenue

Vehicle Toll Revenue

Other Operating Revenue

Capital and Other Reimbursements
Total Revenue

Expenses

Labor:

Payroll

Overtime

Health and Welfare
OPEB Current Payment
Pensions

Other Fringe Benefits
Reimbursable Overhead
Total Labor Expenses

Non-Labor:

Electric Power

Fuel

Insurance

Claims

Paratransit Service Contracts
Maintenance and Other Operating Contracts
Professional Service Contracts
Materials & Supplies

Other Business Expenses
Total Non-Labor Expenses

Other Expense Adjustments:
Other
Total Other Expense Adjustments

Total Expenses Before Depreciation

Depreciation

GASB 75 OPEB Expense Adjustment
GASB 68 Pension Adjustment
Environmental Remediation

Total Expenses

Net Surplus/(Deficit)
(Excluding Subsidies and Debt Service)

Totals may not add due to rounding

Adopted Final
Budget Estimate Actual Adopted Budget Final Estimate
$ % $ %
$0.000 $0.000 $0.000 $0.000 - $0.000 -
0.000 0.000 0.000 0.000 - 0.000 -
0.000 0.000 0.000 0.000 - 0.000 -
6.985 6.985 6.021 (0.964) (13.8) (0.964) (13.8)
$6.985 $6.985 $6.021 ($0.964) (13.8)  ($0.964) (13.8)
$3.897 $3.897 $0.937 $2.960 76.0 $2.960 76.0
0.900 0.900 2.060 (1.160) * (1.160) *
0.000 0.000 0.000 0.000 - 0.000 -
0.000 0.000 0.002 (0.002) - (0.002) -
0.000 0.000 0.000 0.000 - 0.000 -
1.285 1.285 0.000 1.285 100.0 1.285 100.0
0.903 0.903 2.752 (1.849) * (1.849) *
$6.985 $6.985 $5.750 $1.235 17.7 $1.235 17.7
$0.000 $0.000 $0.014 ($0.014) - ($0.014) -
0.000 0.000 0.000 0.000 - 0.000 -
0.000 0.000 0.000 0.000 - 0.000 -
0.000 0.000 0.000 0.000 - 0.000 -
0.000 0.000 0.000 0.000 - 0.000 -
0.000 0.000 0.000 0.000 - 0.000 -
0.000 0.000 0.022 (0.022) - (0.022) -
0.000 0.000 0.235 (0.235) - (0.235) -
0.000 0.000 0.000 0.000 - 0.000 -
$0.000 $0.000 $0.271 ($0.271) - ($0.271) -
$0.000 $0.000 $0.000 $0.000 - $0.000 -
$0.000 $0.000 $0.000 $0.000 - $0.000 -
$6.985 $6.985 $6.021 $0.964 13.8 $0.964 13.8
0.000 0.000 0.000 0.000 - 0.000 -
0.000 0.000 0.000 0.000 - 0.000 -
0.000 0.000 0.000 0.000 - 0.000
0.000 0.000 0.000 0.000 - 0.000 -
$6.985 $6.985 $6.021 $0.964 13.8 $0.964 13.8
$0.000 $0.000 $0.000 $0.000 - $0.000 -
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MTA STATEN ISLAND RAILWAY
2020 Year-End Report

Accrual Statement of Operations by Category

2020 Adopted Budget and Final Estimate vs. Actual

NON-REIMBURSABLE/
REIMBURSABLE

($in millions)

December 2020 Year-to-Date

Favorable/(Unfavorable) Variance

Adopted Final
Budget Estimate Actual Adopted Budget Final Estimate
$ % $ %

Revenue
Farebox Revenue $6.669 $2.362 $2.343 ($4.326) (64.9) ($0.019) (0.8)
Vehicle Toll Revenue $0.000 $0.000 $0.000 0.000 - 0.000 -
Other Operating Revenue $2.468 $25.412 $24.603 22.135 * (0.809) (3.2)
Capital and Other Reimbursements $6.985 $6.985 $6.021 (0.964) (13.8) (0.964) (13.8)
Total Revenue $16.122 $34.759 $32.968 $16.846 * ($1.791) (5.2)
Expenses
Labor:
Payroll $29.978 $30.442 $27.226 $2.752 9.2 $3.216 10.6
Overtime $3.287 $4.138 $4.177 (0.890) (27.1) (0.039) (0.9)
Health and Welfare $7.376 $6.587 $5.033 2.343 31.8 1.554 23.6
OPEB Current Payment $2.723 $2.723 $2.294 0.429 15.8 0.429 15.8
Pensions # $7.738 $8.838 $8.055 (0.317) (4.1) 0.783 8.9
Other Fringe Benefits $6.105 $6.334 $4.714 1.391 22.8 1.620 25.6
Reimbursable Overhead # $0.000 $0.000 $0.003 (0.003) - (0.003) -
Total Labor Expenses $57.207 $59.062 $51.501 $5.706 10.0 $7.561 12.8
Non-Labor:
Electric Power $3.904 $3.292 $3.370 $0.534 13.7 (%$0.078) (2.4)
Fuel $0.279 $0.225 $0.245 0.034 12.2 (0.020) (8.9)
Insurance $1.205 $1.012 $0.966 0.239 19.8 0.046 4.5
Claims $0.090 $0.990 $0.887 (0.797) * 0.103 10.4
Paratransit Service Contracts $0.000 $0.000 $0.000 0.000 - 0.000 -
Maintenance and Other Operating Contracts $2.375 $3.565 $0.856 1.519 64.0 2.709 76.0
Professional Service Contracts $1.059 $1.742 $1.557 (0.498) (47.0) 0.185 10.6
Materials & Supplies $2.146 $3.271 $2.872 (0.726) (33.8) 0.398 12.2
Other Business Expenses $0.730 $1.955 $0.445 0.285 39.0 1.510 77.2
Total Non-Labor Expenses $11.788 $16.051 $11.198 $0.590 5.0 $4.853 30.2
Other Expense Adjustments:
Other $0.000 $0.000 $0.000 $0.000 - $0.000 -
Total Other Expense Adjustments $0.000 $0.000 $0.000 $0.000 - $0.000 -
Total Expenses Before Depreciation $68.995 $75.113 $62.699 $6.296 9.1 $12.414 16.5
Depreciation 12.000 12.000 10.831 1.170 9.7 1.170 9.7
GASB 75 OPEB Expense Adjustment 7.500 5.500 2.916 4.585 61.1 2.585 47.0
GASB 68 Pension Adjustment (0.100) (0.100) 0.224 (0.324) * (0.324) *
Environmental Remediation 0.000 0.000 0.831 (0.831) - (0.831) -
Total Expenses $88.395 $92.513 $77.500 $10.895 12.3  $15.013 16.2
Net Surplus/(Deficit)
(Excluding Subsidies and Debt Service) ($72.273)  ($57.754)  ($44.532) $27.741 38.4  $13.222 22.9

Totals may not add due to rounding
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MTA STATEN ISLAND RAILWAY
2020 Year-End Report
Cash Receipts and Expenditures

2020 Adopted Budget and Final Estimate vs. Actual

Receipts

Farebox Revenue

Vehicle Toll Revenue

Other Operating Revenue

Capital and Other Reimbursements
Total Receipts

Expenditures

Labor:

Payroll

Overtime

Health and Welfare
OPEB Current Payment
Pensions

Other Fringe Benefits
GASB Account
Reimbursable Overhead
Total Labor Expenditures

Non-Labor:

Electric Power

Fuel

Insurance

Claims

Paratransit Service Contracts
Maintenance and Other Operating Contracts
Professional Service Contracts
Materials & Supplies

Other Business Expenses

Total Non-Labor Expenditures

Other Expense Adjustments:
Other
Total Other Expenditure Adjustments

Total Expenditures

Operating Cash Deficit

Totals may not add due to rounding

($ in millions)

December 2020 Year-to-Date

Favorable/(Unfavorable) Variance

Adopted Final
Budget Estimate Actual Adopted Budget
$ %
$6.669 $2.363 $2.688 ($3.981) (59.7)
0.000 0.000 0.000 0.000 -
2.468 25.412 25.209 22.741 *
6.985 6.985 6.501 (0.484) (6.9)
$16.122 $34.760 $34.398 $18.276 *
$31.239 $32.854 $24.729 $6.510 20.8
3.287 4,138 3.630 (0.343) (10.4)
7.376 6.587 6.280 1.096 14.9
2.723 2.723 1.149 1.574 57.8
7.738 8.838 8.055 (0.317) 4.1)
4.402 4.410 2.760 1.642 37.3
0.000 0.000 0.000 0.000 -
0.000 0.000 0.000 0.000 -
$56.765 $59.550 $46.604 $10.161 17.9
$3.904 $3.292 $3.340 $0.564 14.4
0.279 0.225 0.243 0.036 12.9
1.205 1.012 1.636 (0.431) (35.8)
(0.410) 0.490 0.000 (0.410) (100.0)
0.000 0.000 0.000 0.000 -
2.375 3.565 0.592 1.783 75.1
1.059 1.742 1.260 (0.201) (19.0)
2.146 3.272 3.819 (1.673) (78.0)
0.730 1.955 0.184 0.546 74.8
$11.288 $15.553 $11.075 $0.213 1.9
0.000 0.000 0.000 0.000 -
$0.000 $0.000 $0.000 $0.000 -
$68.053 $75.103 $57.679 $10.374 15.2
($51.931) ($40.343) ($23.281) $28.650 55.2

Final Estimate

$

$0.325

0.000
(0.203)
(0.484)
($0.362)

$8.125
0.508
0.307
1.574
0.783
1.650
0.000
0.000
$12.946

($0.048)
(0.018)
(0.624)

0.490
0.000
2.973
0.482
(0.547)
1.771
$4.478

0.000
$0.000

$17.424
$17.062

%

13.8

(0.8)
(6.9)
(1.0)

24.7
12.3
4.7
57.8
8.9
37.4

21.7

(1.5)

(8.0)
(61.7)
100.0

83.4
27.7
(16.7)
90.6
28.8

23.2
42.3
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MTA STATEN ISLAND RAILWAY
2020 Year-End Report

Cash Conversion (Cash Flow Adjustments)

2020 Adopted Budget and Final Estimate vs. Actual

Receipts

Farebox Revenue

Vehicle Toll Revenue

Other Operating Revenue

Capital and Other Reimbursements
Total Receipts

Expenditures

Labor:

Payroll

Overtime

Health and Welfare
OPEB Current Payment
Pensions

Other Fringe Benefits
GASB Account
Reimbursable Overhead
Total Labor Expenditures

Non-Labor:

Electric Power

Fuel

Insurance

Claims

Paratransit Service Contracts
Maintenance and Other Operating Contracts
Professional Service Contracts
Materials & Supplies

Other Business Expenses

Total Non-Labor Expenditures

Other Expense Adjustments:
Other
Total Other Expenditure Adjustments

Total Expenditures Before Depreciation

Depreciation

GASB 75 OPEB Expense Adjustment
GASB 68 Pension Adjustment
Environmental Remediation

Total Expenditures

Net Surplus/(Deficit)
(Excluding Subsidies and Debt Service)

Totals may not add due to rounding

($ in millions)

December 2020 Year-to-Date

Favorable/(Unfavorable) Variance

Adopted Final
Budget Estimate Actual Adopted Budget Final Estimate
$ % $ %
$0.000 $0.001 $0.345 $0.345 - 0.344 *
0.000 0.000 0.000 0.000 - 0.000 -
0.000 0.000 0.606 0.606 - 0.606 -
0.000 0.000 0.479 0.479 - 0.479 -
$0.000 $0.001 $1.430 $1.430 - $1.429 *
($1.261) ($2.412) $2.497 3.758 * 4.909 *
0.000 0.000 0.546 0.546 - 0.546 -
0.000 0.000 (1.248) (1.248) - (1.248) -
0.000 0.000 1.145 1.145 - 1.145 -
0.000 0.000 0.000 0.000 - 0.000 -
1.703 1.923 1.954 0.251 14.7 0.031 1.6
0.000 0.000 0.000 0.000 - 0.000 -
0.000 0.000 0.003 0.003 - 0.003 -
$0.442 ($0.489) $4.897 $4.455 * $5.386 *
$0.000 $0.000 $0.030 0.030 - 0.030 -
0.000 0.000 0.002 0.002 - 0.002 -
0.000 0.000 (0.670) (0.670) - (0.670) -
0.500 0.500 0.887 0.387 77.3 0.387 77.3
0.000 0.000 0.000 0.000 - 0.000 -
0.000 0.000 0.264 0.264 - 0.264 -
0.000 0.000 0.297 0.297 - 0.297 -
0.000 (0.001) (0.946) (0.946) - (0.945) *
0.000 0.000 0.261 0.261 - 0.261 -
$0.500 $0.499 $0.123 ($0.377) (75.4) ($0.376) (75.4)
0.000 0.000 0.000 0.000 - 0.000 -
$0.000 $0.000 $0.000 $0.000 - $0.000 -
$0.942 $0.010 $5.020 $4.078 * $5.010 *
12.000 12.000 10.831 (1.170) 9.7) (2.170) 9.7)
7.500 5.500 2.916 (4.585) (61.1) (2.585) (47.0)
(0.100) (0.100) 0.224 0.324 * 0.324 *
0.000 0.000 0.831 0.831 - 0.831 -
$20.342 $17.410 $19.821 ($0.521) (2.6) $2.411 13.8
$20.342 $17.411 $21.251 $0.909 4.5 $3.840 22.1
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CASH RESULTS - ACTUAL vs. FINAL ESTIMATE

Receipts

Farebox Revenue
Vehicle Toll Revenue
Other Operating Revenue

Capital and Other Reimbursements
Total Receipts

Expenditures

Labor:

Payroll

Overtime

Health and Welfare
OPEB Current Payment
Pensions

Other Fringe Benefits
GASB Account
Reimbursable Overhead
Total Labor Expenditures

Non-Labor:

Traction and Propulsion Power
Fuel for Buses and Trains
Insurance

Claims

Paratransit Service Contracts
Maintenance and Other Operating Contracts
Professional Service Contracts
Materials & Supplies

Other Business Expenses

Total Non-Labor Expenditures

Other Expenditure Adjustments:
Other
Total Other Expenditure Adjustments

Total Expenditures

Baseline Cash Deficit

MTA STATEN ISLAND RAILWAY
2020 YEAR-END RESULTS

($ in millions)

2020 Favorable/(Unfavorable) Variance
Final
Estimate Actual Total Real Timing

$2.363 $2.688 $0.325 $0.325 $0.000
0.000 0.000 0.000 0.000 0.000
25.412 25.209 (0.203) (0.203) 0.000
6.985 6.501 (0.484) 0.000 (0.484)
$34.760 $34.398 ($0.362) $0.122 ($0.484)
32.854 24.730 8.125 3.325 4.800
4.138 3.630 0.508 0.108 0.400
6.587 6.280 0.307 0.307 0.000
2.723 1.149 1.574 1.574 0.000
8.838 8.055 0.783 0.414 0.369
4.410 2.760 1.650 0.000 1.650
0.000 0.000 0.000 0.000 0.000
0.000 0.000 0.000 0.000 0.000
$59.550 $46.604 $12.947 $5.728 $7.219
$3.292 $3.340 (0.048) (0.048) $0.000
0.225 0.243 (0.018) (0.018) 0.000
1.012 1.636 (0.624) (0.624) 0.000
0.490 0.000 0.490 0.490 0.000
0.000 0.000 0.000 0.000 0.000
3.565 0.592 2.973 1.873 1.100
1.742 1.260 0.482 0.282 0.200
3.272 3.819 (0.547) (1.147) 0.600
1.955 0.184 1.771 0.571 1.200
$15.553 $11.075 $4.478 $1.378 $3.100
0.000 0.000 0.000 0.000 0.000
$0.000 $0.000 $0.000 $0.000 $0.000
$75.103 $57.678 $17.425 $7.106 $10.319
($40.343) ($23.280) $17.063 $7.228 $9.835
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D

MTA Bus Company’s (MTABC) overall financial performance compared to the 2020 Final Estimate
was favorable by 41.2 percent with a Net Operating Deficit of $366.9 million that was $257.3 million
lower than projected. This outcome was driven by lower Labor and Non-Labor expenses as well
as non-cash expenses in GASB 68 and GASB 75 Adjustments and Depreciation expenses.

Standard Follow-Up Reports:
MTA Bus Company 2020 Year-End Report Summary

2020 Final Estimate vs. Actual
Accrual / Non- Reimbursable and Reimbursable

Total revenues were $9.7 million (2.2 percent) favorable to the Final Estimate. Farebox Revenue
exceeded the Final Estimate by $20.5 million (28.0 percent) due to higher ridership and higher
average fare. However, this outcome was offset by a $10.8 million (3.1 percent) shortfall in Other
Operating Revenue due to lower student and senior fare reimbursement.

Total Expenses before Depreciation and GASB adjustments were $131.9 million (14.8 percent)
lower than the Final Estimate.

Total Labor Expenses were favorable by $14.2 million (2.2 percent). Lower Health &
Welfare/OPEB expenses of $13.1 million (11.0 percent) due to the timing of expenses; lower Other
Fringe Benefits of $7.9 million (10.8 percent) due to timing of inter-agency billings; lower Pension
expenses of $5.3 million (7.6 percent) due to the timing of expenses and lower Overtime expenses
of $4.5 million (5.3 percent) due to reduced traffic, service reductions in response to the COVID-
19 pandemic, and bus disinfecting safety procedures, overnight essential service and weather
coverage partially offset by higher programmatic maintenance and vacancy/absentee coverage
requirements. These favorable results were partially offset by higher Payroll expenses of $16.5
million (5.6 percent) primarily due to the timing of prior period interagency payments, higher
vacation payment, OPA (Other Paid Allowance), higher cash outs of sick, personal time,
retroactive payments, and lower attrition.

Total Non-Labor expenses were favorable by $117.7 million (47.0 percent) due to lower Claims
expenses of $58.9 million (79.4 percent) due to an actuarial adjustment; lower Professional
Services of $20.7 million (44.9 percent) due to the timing of interagency billing, Bus Technology,
the capitalization of the New Fare System/(OMNY), and outside training; lower Materials &
Supplies of $16.1 million (28.4 percent) attributable due to lower usage of general maintenance
material, as well as the timing of radio equipment maintenance/repair, and COVID cleaning
contracts; lower Maintenance and Other Operating expenses of $14.2 million (32.7 percent) mainly
due to the timing of facility maintenance, Bus Technology, farebox maintenance, and COVID
cleaning and disinfecting expenses; lower Fuel of $4.6 million (24.6 percent) primarily due to the
receipt of the IRS CNG fuel tax refund and lower fuel usage; lower Other Business Expenses of
$2.0 million (43.9 percent) due to favorable Print and Stationery Supplies, the timing of Automatic
Fare Collection (AFC) fees, Mobility Tax, and Other Miscellaneous expenses.

The GASB 68 Pension Adjustment was favorable by $50.9 million (100 percent) and the GASB 75
OPEB Expense Adjustment was favorable by $58.1 million (100 percent), both are pending the
completion of an actuarial review. Depreciation was lower by $6.9 million (12.6 percent) due to the
timing of capital projects and new bus deliveries.

Note: The financial results included in this document are subject to change pending final year-end accounting adjustments and audit
review.
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MTA BUS COMPANY
2020 YEAR-END REPORT
SUMMARY

2020 Final Estimate vs. Actual
Cash

The baseline cash deficit was $127.2 million (29.2 percent) favorable to the Final Estimate. This
reflects lower Non-Labor expenditures of $85.2 million (34.9 percent), lower Labor expenditures
of $31.0 million (4.9 percent) and higher Total Receipts of $11.0 million (2.5 percent).

Total Receipts was higher than the Final Estimate by $11.0 million (2.5 percent) reflecting $23.5
million (32.2 percent) in higher farebox revenue due to higher ridership and higher average fare
partially offset by $7.2 million (2.0 percent) in lower student and senior reimbursements and $5.4
million (49.5 percent) in lower Capital reimbursements due to the timing of reimbursable projects.

Total Expenditures of $757.3 million were $116.2 million (13.3 percent) favorable to the 2020 Final
Estimate.

Total Labor expenditures were $31.0 million (4.9 percent) favorable to the Final Estimate. This
favorable variance was mostly attributed to timing with lower Health and Welfare/OPEB costs of
$20.1 million (16.8 percent), Other Fringe Benefits of $11.9 million (20.3 percent), and Pension
costs of $9.1 million (13.0 percent). Further contributing to the favorable variance was lower
Overtime of $4.5 million (5.3 percent) due to traffic, service reductions in response to the COVID-
19 pandemic and bus disinfecting safety procedures, overnight essential service and weather
coverage, partially offset by higher programmatic maintenance and vacancy/absentee coverage
requirements. These results were partly offset by higher Payroll costs of $14.6 million (4.9 percent)
mainly due to the timing of prior period interagency payments, and higher vacation payments,
Other Paid Allowances (i.e., jury duty, medical, etc.) capturing the impact of operating employees
working remotely, higher cash outs of sick, personal time, retroactive payments, and lower attrition.

Total Non-Labor expenditures were $85.2 million (34.9 percent) favorable to the Final Estimate
mostly due to lower Professional Service Contracts of $41.9 million (67.2 percent) primarily due to
the timing of interagency billing, Bus Technology, and outside training; favorable Material &
Supplies of $22.1 million (34.6 percent) mainly due to lower usage of general maintenance
material, as well as the timing of radio equipment maintenance/repairs and COVID cleaning and
disinfecting expenses; lower Maintenance and Other Operating Contracts of $17.8 million (34.9
percent) primarily due to the timing of Bus Technology, farebox maintenance and COVID-related
expenses; lower Fuel expenses of $3.2 million (18.4 percent) primarily due to the receipt of the
IRS CNG fuel tax refund and lower usage; and lower Other Business Expenses of $2.5 million
(52.7 percent) due to favorable print and stationery supplies, timing of Automatic Fare Collection
(AFC) fees, Mobility Tax and other miscellaneous expenses. These results were partially offset by
higher Insurance costs of $3.2 million (41.3 percent) due to prior period expenses.

Ridership
2020 ridership of 45.9 million was higher than the Final Estimate by 9.3 million (25.4 percent).

Positions
As of December 31, 2020, total actual headcount was 3,815, 106 less than the Final Estimate.

Note: The financial results included in this document are subject to change pending final year-end accounting adjustments and audit
review.
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MTA BUS COMPANY
2020 YEAR-END REPORT
EXPLANATIONS OF REVENUE AND EXPENSE VARIANCES
ACCRUAL BASIS

2020 Final Estimate vs. Actual

Non-Reimbursable:

e Operating Revenue was favorable to the Estimate by $9.7 million (2.3 percent) and reflective
$20.5 million (28.0 percent) in greater farebox revenue due to higher ridership and average
fare partially offset by $10.8 million (3.1 percent) in lower student and senior fare
reimbursements.

e Labor Costs were $15.3 million (2.4 percent) favorable to the Final Estimate.

o

o

Health & Welfare/OPEB current payments were favorable to the Final Estimate by
$11.9 million (10.0 percent) due to the timing of expenses.

Other Fringe Benefits were $7.9 million (10.7 percent) below the Final Estimate due to
the timing of inter-agency billings.

Pension was $5.3 million (7.6 percent) below the Final Estimate due the timing of
expenses.

Overtime was $4.5 million (5.3 percent) favorable to the Final Estimate, mainly due to
reduced traffic, service reductions in response to the COVID-19 pandemic and bus
disinfecting safety procedures, overnight essential service and weather coverage,
partially offset by higher programmatic maintenance, and vacancy/absentee coverage
requirements.

Reimbursable Overhead credits were $1.1 million (121.1 percent) favorable to the Final
Estimate due to higher reimbursements.

Payroll was $15.3 million (5.3 percent) above the Final Estimate, primarily due to the
timing of prior period interagency payments, higher vacation payments, OPA, higher
cash outs of sick, personal time, retroactive payments, and lower attrition.

e Non-Labor Costs were $116.6 million (46.7 percent) favorable to the Final Estimate.

©)

Claims expenses were $58.9 million (79.4 percent) favorable due to actuarial
adjustments.

Professional Services expenses were $20.7 million (44.9 percent) favorable due to the
timing of interagency billing, Bus Technology, the capitalization of the New Fare
System/(OMNY), and outside training.

Materials & Supplies expenses were $15.2 million (27.3 percent) favorable attributed
to lower usage of general maintenance material, and the timing of radio equipment
maintenance/repairs, and COVID expenses.

Maintenance and Other Operating Contracts were $13.9 million (32.3 percent)
favorable mainly due to the timing of facility maintenance, Bus Technology, farebox
maintenance, and COVID expenses.

Fuel was $4.6 million (24.6 percent) favorable primarily due to the receipt of the IRS
CNG Fuel tax refund and lower usage.

Other Business Expenses were $2.0 million (43.9 percent) favorable due to Print and
Stationery Supplies, the timing of Automatic Fare Collection (AFC) fees, Mobility tax,
and Other Miscellaneous expenses.

Insurance was $1.2 million (20.8 percent) favorable primary due to the timing of
expenses.

Note: The financial results included in this document are subject to change pending final year-end accounting adjustments and audit

review.
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Ridership
2020 ridership of 45.9 million was higher than the Final Estimate by 9.3 million (25.4 percent).

Reimbursable:

e Capital and Other Reimbursements/Expenses Total reimbursable revenues and operating
expenses were $5.6 million each. Revenue and operating expenses were essentially on
Budget with the 2020 Final Estimate. Labor expenses were unfavorable by $1.2 million (26.4
percent), and Non-Labor expenses were favorable by $1.1 million (100 percent).

Note: The financial results included in this document are subject to change pending final year-end accounting adjustments and audit
review.
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MTA BUS COMPANY
2020 YEAR-END REPORT
EXPLANATIONS OF REVENUE AND EXPENSE VARIANCES
ACCRUAL BASIS

2020 Adopted Budget vs. Actual
Non-Reimbursable:

e Operating Revenue of $436.3 million was above the Adopted Budget by $190.7 million
(77.7 percent). This favorable result was primarily due to the receipt of CARES Act funds
of $335.5 million, which resulted in Other Operating Revenue being significantly higher by
$322.3 million. This was partially offset by lower Farebox Revenue of $131.6 million (58.4
percent) primarily due to lower ridership caused by the COVID pandemic.

e Labor Costs were $31.5 million (5.3 percent) unfavorable to the Adopted Budget.

o Payroll expenses were higher by $17.4 million (6.0 percent) mainly due to the timing
of prior period interagency payments, higher vacation payments, OPA, higher cash
outs of sick, personal time, retroactive payments, and lower attrition.

o Overtime expenses exceeded the Adopted Budget by $15.4 million (23.7 percent)
primarily due to COVID-19 bus disinfecting, the installation of COVID-19 barriers,
the essential overnight service, other COVID safety procedures and higher
absentee/vacancy coverage requirement. This was partially offset by COVID
service reductions, lower traffic, and favorable weather.

o Pension expenses were $3.0 million (4.9 percent) unfavorable and reflect actuarial
re-estimates.

o Health & Welfare/OPEB expenses were unfavorable by $2.6 million (2.5 percent)
due to higher prescription coverage and medical hospitalization.

o Other Fringe Benefits expenses were $5.7 million (8.0 percent) lower than the
Adopted Budget due to the timing of inter-agency billings.

o Reimbursable Overhead was favorable by $1.1 million due to higher
reimbursements.

¢ Non-Labor Costs were $104.3 million (44.0 percent) favorable to the Adopted Budget.

o Claims expenses were $47.7 million (75.5 percent) lower than Budget due to
actuarial adjustments.

o Professional Service Contracts were lower $20.7 million (44.9 percent) due to the
timing of interagency billing, Bus Technology, the capitalization of the New Fare
System/(OMNY), and outside training.

o Fuel expenses were under Budget by $12.9 million (48.0 percent) primarily due to
the receipt of the IRS CNG Fuel tax refund for 2018 and 2019 and lower usage due
to the COVID-19 service reductions.

o Materials & Supplies were lower by $11.0 million (21.4 percent) primarily due to
lower usage of general maintenance material and the timing of radio equipment
maintenance/repairs partially offset by COVID expenses.

o Maintenance and Other Operating Contracts were lower by $6.7 million (18.8
percent) mainly due to the timing of facility maintenance, Bus Technology, and
farebox maintenance partially offset by COVID expenses.

o Other Business Expenses underran by $2.0 million (44.6 percent) primarily due to
favorable Print and Stationery Supplies, the timing of Automatic Fare Collection
(AFC) fees, Mobility tax, and Other Miscellaneous Expenses.

Note: The financial results included in this document are subject to change pending final year-end accounting adjustments and audit
review.
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¢ Ridership was unfavorable to the Adopted Budget by 73.8 million (61.7 percent) due to the
impact of the COVID-19 pandemic, including the Governor's stay-at-home mandate for
nonessential workers. In addition, rear-door-only boarding and the free-from-charge policy,
which ran from March 23 to August 30, resulted in most bus boardings not being registered on
local buses, which further suppressed ridership statistics.

Reimbursable:

e Capital and Other Reimbursements/Expenses Total reimbursable revenues and operating
expenses were $5.6 million each. Revenue and operating expenses were essentially on
Budget with the 2020 Adopted Budget. Labor expenses were unfavorable by $1.2 million (26.4
percent) and Non-Labor expenses were favorable by $1.1 million (100 percent).

Note: The financial results included in this document are subject to change pending final year-end accounting adjustments and audit
review.
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MTA BUS COMPANY
2020 YEAR-END REPORT
EXPLANATIONS OF CASH RECEIPT AND EXPENDITURE VARIANCES

2020 Final Estimate vs. Actual
Receipts: Total Receipts were favorable by $11.0 million (2.5 percent).

e Farebox Receipts: Favorable variance of $23.5 million (32.2 percent) due to higher
ridership and higher average fare.

e Other Operating Revenue: Unfavorable variance of $7.2 million (2.0 percent) due to
lower student and senior reimbursements.

e Capital and Other Reimbursements: Unfavorable variance of $5.4 million (49.5 percent)
mainly due to changes in assumptions for reimbursable work.

Expenditures/Labor: Total Labor Expenditures were favorable by $31.0 million (4.9 percent). Major
contributors were:

e Health & Welfare/OPEB: Favorable to the Final Estimate by $20.1 million (16.8 percent)
due to a timing variance of $7.0 million combined with a real variance of $13.1 million
mainly due to lower utilization of medical services and vacancies.

e Other Fringe Benefits: Favorable to the Final Estimate by $11.9 million (20.3 percent)
due to a timing variance of $1.9 million combined with a real variance of $10.0 million
primary due to higher employee contributions than estimated, the reporting of Short Term
Disability in Payroll instead of Other Fringe, lower Worker's Compensation and vacancies.

e Pension: Favorable to the Final Estimate by $9.1 million (13.0 percent) due to a timing
variance of $3.5 million combined with a real variance of $5.6 million due to the latest
actuarial adjustments.

e Overtime: Favorable variance of $4.5 million (5.3 percent) mainly due to reduced traffic,
COVID-19 service reductions and bus disinfecting safety procedures, overnight essential
service and weather, partially offset by higher programmatic maintenance, and
vacancy/absentee coverage requirements.

e Payroll: Unfavorable variance of $14.6 million (4.9 percent) primarily due to higher prior
period interagency payments, vacation payments, higher payouts of sick, personal time,
and retroactive payments, as well as lower attrition.

Expenditures/Non-Labor: Total Non—-Labor Expenditures were $85.2 million (34.9 percent)
favorable. Major contributors were:

e Professional Service Contracts: Favorable variance of $41.9 million (67.2 percent)
mostly attributable to the timing of interagency billing, Bus Technology, and outside
training.

Note: The financial results included in this document are subject to change pending final year-end accounting adjustments and audit
review.
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e Materials and Supplies: Favorable variance of $22.1 million (34.6 percent) is mainly due
to lower usage of general maintenance material, radio equipment maintenance/repairs,
and COVID-19 expenses.

e Maintenance and Other Operating Contracts: Favorable to the Final Estimate by $17.8
million (34.9 percent) due to a timing variance of $2.5 million from Bus Technology, farebox
maintenance, and COVID-19 expenses combined with a real variance of $15.2 million
mainly due to the one-time elimination of Shop and ongoing programmatic
mileage/interval-based bus maintenance expenses from 2020 and prior years, stemming
from 2020 service reductions and programmatic changes.

e Fuel: Favorable variance of $3.2 million (18.4 percent) primarily due to the receipt of the
IRS CNG Fuel tax refund and lower usage.

e Insurance: Unfavorable variance of $3.2 million (41.3 percent) due to prior period
Expenses.

e Other Business Expenses: Favorable variance of $2.5 million (52.7 percent) primarily
due to lower Automatic Fare Collection (AFC) fees.

e Claims: Favorable variance of $1.0 million (2.9 percent) mainly due to lower expenses.

Note: The financial results included in this document are subject to change pending final year-end accounting adjustments and audit
review.
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MTA BUS COMPANY
2020 YEAR-END REPORT
EXPLANATIONS OF CASH RECEIPT AND EXPENDITURE VARIANCES

2020 Adopted Budget vs. Actual
Receipts: Total Receipts were $192.0 million (74.9 percent) favorable.

e Other Operating Receipts: Favorable by $325.9 million primarily due to the receipt of
CARES ACT funds of $335.5 million.

o Farebox Receipts: Unfavorable variance of $128.5 million (57.1 percent) due to lower
ridership caused by the COVID-19 pandemic.

e Capital and Other Reimbursements: Unfavorable variance of $5.4 million (49.5 percent)
mainly due to changes in the assumptions for reimbursable work.

Expenditures/Labor: Total Labor Expenditures were unfavorable by $16.3 million (2.8 percent).
Major contributors were:

e Payroll: Unfavorable variance of $16.7 million (5.7 percent) primarily due to the timing of
prior period interagency payments, higher vacation payment, OPA, higher cash outs of
sick, personal time, retroactive payments, and lower attrition.

e Overtime: Unfavorable variance of $15.4 million (23.7 percent) caused by programmatic
maintenance due to COVID-19 bus disinfecting, the installation of COVID-19 barriers and
curtains for bus operators with the resumption of fare collection, the essential overnight
service, other COVID-19 safety procedures, overage bus/campaign work, and
vacancy/absentee coverage requirements.

e Other Fringe Benefits: Favorable variance of $9.7 million (17.2 percent) due to the timing
of expenses.

¢ Health & Welfare/OPEB: Favorable variance of $5.7 million (5.4 percent) due to the timing
of payments.

e Pensions: Favorable variance of $0.3 million (0.5 percent) due to actuarial re-estimates.

Note: The financial results included in this document are subject to change pending final year-end accounting adjustments and audit
review.
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2020 Adopted Budget vs. Actual

Expenditures/Non-Labor: Total Non-Labor Expenditures were $40.6 million (20.3 percent)
favorable. Major contributors were:

Fuel: Favorable variance of $11.5 million (45.1 percent) primarily due to the receipt of the
IRS CNG Fuel tax refund reflecting the collection of the tax refunds for 2018 and 2019 and
lower usage due to the COVID-19 service reductions.

Professional Service Contracts: Favorable variance of $25.7 million (55.7 percent)
mostly attributable to the timing of interagency billing, Bus Technology, the capitalization
of The New Fare System/(OMNY), and Outside Training.

Materials and Supplies: Favorable variance of $10.6 million (20.2 percent) mainly due to
lower usage of general maintenance material, and the timing of radio equipment
maintenance/repairs partially offset COVID-19 expenses.

Other Business Expenses: Favorable variance of $2.3 million (50.6 percent) primarily
due to lower AFC collection fees.

Maintenance and Other Operating Contracts: Favorable variance of $1.5 million (4.3
percent) primarily due to the timing of bus technology projects partially offset COVID-19
expenses.

Claims: Unfavorable variance of $7.6 million (27.6 percent) due to higher claims payouts
and actuarial re-estimate.

Insurance: Unfavorable variance of $3.7 million (50.1 percent) due to prior period
payments.

Note: The financial results included in this document are subject to change pending final year-end accounting adjustments and audit

review.
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MTA BUS COMPANY
2020 YEAR-END REPORT
Explanation of Variances on Positions
Non-Reimbursable-Reimbursable and Full-Time/Full-Time Equivalents

By Function and Department/Occupational Group:

2020 Final Estimate vs. Actual

There were a total of 3,815 employees, 106 less than the Final Estimate.
By function, vacancies/(excess) were in the following categories:

11 Administration

51 Operations

30 Maintenance

12 Engineering/Capital
2 Public Safety

By Occupational Group, vacancies/(excess) were in the following categories:

e 33 Managers/Supervisors
e 6 Professional /Technical/Clerical
e 67 Operation Hourlies

Note: The financial results included in this document are subject to change pending final year-end accounting adjustments and audit
review.
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MTA BUS COMPANY
2020 YEAR-END REPORT
EXPLANATIONS OF VARIANCES ON RIDERSHIP (UTILIZATION)

Revenue was higher than the Final Estimate by 28.1% and lower than 2019 Actuals by 57.6%.

Financial Summary

Percent Change
+ More / - Less Than
Passenger Revenue 2020 Actual 2019 Actual 2019 2020 Final
Actual Estimate

Fixed Route Revenue 95,430,077 224,811,595 -57.6% 30.4%

2020 Final Estimate vs. Actual

MTA Bus Company Ridership was 9.3 million, or 25.4% higher than the Final Estimate, and
unfavorable by 74.5 million, or 61.9% lower than 2019 Actuals.

Percent Change
+ More /-Less Than
2020
2020 2019 2019 Final
Actual Actual Actuals Estimate
Total Riders 45,920,799 120,431,966 -61.9% 20.3%
Avg. Weekday 147,025 388,075 -62.1% N/A
Avg. Weekend 152,239 400,126 -62.0% N/A
Avg. Weekday Local 134,387 360,496 -62.7% N/A
Ave. Weekday Express 12,638 27,579 -54.2% N/A

Note: The financial results included in this document are subject to change pending final year-end accounting adjustments and audit
review.
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MTA BUS COMPANY
2020 YEAR-END REPORT
RESULTS OF OPERATIONS
2020 Actual Compared to 2019 Actual:
- Weekday AM Pullouts were 2.13% lower.
- Weekday PM Pullouts were 0.37% lower.

- Completed Trips were 0.07% lower.

The 2020 Mean Distance Between Failures (MDBF) of 7,892 was 10.9% greater than the 2019
Actuals.

Final 2020 2019 2020 vs 2020 Final
Performance Estimate Actuals Actuals 2019 Estimate
Variance Variance
Bus
AM Weekday Pullout Performance N/A 97.37% 99.49% -2.13% N/A
PM Weekday Pullout Performance N/A 99.85% 99.48% 0.37% N/A
Percentage of Completed Trips N/A 99.00% 98.93% 0.07% N/A
Mean Distance Between Failures N/A 7,892 7,115 10.92% N/A
Mean Distance Between Service
Interruptions N/A 4,262 3,644 16.96% N/A
Safety
Customer Accidents/Million Customers N/A 1.32 1.10 20.00% N/A
Customer Accidents Injuries/Million
Customers N/A 143 1.1 28.83% N/A
Collision/Million Miles N/A 33.39 47.55 -29.78% N/A
Collision Injuries/Million Miles N/A 3.45 4.30 -19.77% N/A
Employee On-Duty Lost-Time Accidents
per 100 Employees N/A 7.35 6.21 18.36% N/A

Note: The financial results included in this document are subject to change pending final year-end accounting adjustments and audit
review.
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MTA BUS COMPANY
2020 Year-End Report

Accrual Statement of Operations by Category

2020 Adopted Budget and Final Estimate vs. Actual
($ in millions)

NON-REIMBURSABLE

2020 Favorable/(Unfavorable) Variance
Adopted Final
Budget Estimate Actual Adopted Budget Final Estimate
$ % $ %
Operating Revenue
Farebox Revenue $ 225233 § 73191 $ 93.678 (131.555) (58.4) 20.487 28.0
Other Operating Revenue 20.349 353.436 342.612 322.263 * (10.824) (3.1)
Capital and Other Reimbursements - 0.000 - 0.000 -
Total Revenue $ 245582 $ 426.627 $ 436.290 190.708 77.7 9.663 2.3
Operating Expenses
Labor:
Payroll $ 289520 $ 291580 $ 306.889 $  (17.37) (6.0) $§ (15.31) (5.3)
Overtime 64.959 84.809 80.345 (15.385) (23.7) 4.465 5.3
Health and Welfare 79.201 94.427 82.127 (2.927) (3.7) 12.299 13.0
OPEB Current Payment 25.062 24.270 24.695 0.367 1.5 (0.425) (1.8)
Pensions 61.602 69.877 64.600 (2.998) (4.9) 5.277 7.6
Other Fringe Benefits 71.688 73.899 65.960 5.728 8.0 7.939 10.7
GASB Account - - - 0.000 - 0.000 -
Reimbursable Overhead (0.897) (0.897) (1.983) 1.086 * 1.086 *
Total Labor Expenses $ 591135 $ 637964 $ 622.632 $ (31.497) (5.3) $ 15.332 24
Non-Labor:
Electric Power $ 1.848 § 1519 § 1.432 $ 0.416 225 $ 0.088 5.8
Fuel 26.922 18.574 14.005 12.917 48.0 4.568 24.6
Insurance 7.351 5.809 4.602 2.749 374 1.206 20.8
Claims 63.035 74.245 15.312 47.723 75.7 58.934 79.4
Maintenance and Other Operating Contracts 35.873 43.036 29.126 6.747 18.8 13.910 32.3
Professional Service Contracts 46.154 46.176 25.454 20.700 44.9 20.722 44.9
Materials & Supplies 51.464 55.671 40.464 11.000 214 15.208 27.3
Other Business Expenses 4.558 4.508 2.527 2.031 44.6 1.981 43.9
Total Non-Labor Expenses $ 237204 $ 249536 $ 132.921 $ 104.283 440 $ 116.62 46.7
Total Expenses before Non-Cash Liability Ac $ 828.339 $ 887.500 $ 755554 $ 72.785 8.8 $ 131.946 14.9
Depreciation $ 54341 $ 54341 § 47472 §  6.869 126 $ 6.869 12.6
GASB 75 OPEB Expense Adjustment 100.150 58.100 - 100.150 100.0 58.100 100.0
GASB 68 Pension Expense Adjustment 46.100 50.900 - 46.100 100.0 50.900 100.0
Environmental Remediation - - 0.179 (0.179) - (0.179) -
Total Expenses $ 1,028.930 $ 1,050.841 $ 803.205 $ 225725 219 $ 247.636 23.6
Baseline Surplus/(Deficit) $ (783.348) $ (624.214) $ (366.915) $ 416.433 53.2 $ 257.299 41.2

*Totals may not add due to rounding
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MTA BUS COMPANY
2020 Year-End Report

Accrual Statement of Operations by Category

2020 Adopted Budget and Final Estimate vs. Actual

REIMBURSABLE

Revenue

Farebox Revenue

Other Operating Revenue

Capital and Other Reimbursements
Total Revenue

Expenses

Labor:

Payroll

Overtime

Health and Welfare
OPEB Current Payment
Pensions

Other Fringe Benefits
GASB Account
Reimbursable Overhead
Total Labor Expenses

Non-Labor:

Electric Power

Fuel

Insurance

Claims

Paratransit Service Contracts
Maintenance and Other Operating Contracts
Professional Service Contracts
Materials & Supplies

Other Business Expenses
Total Non-Labor Expenses

Other Expense Adjustments:
Other

Total Other Expense Adjustments

Total Expenses Before Depreciation

Depreciation

GASB 75 OPEB Expense Adjustment
GASB 68 Pension Expense Adjustment
Environmental Remediation

Total Expenses

Net Surplus/(Deficit)

*Totals may not add due to rounding

($ in millions)

2020 Favorable/(Unfavorable) Variance
Adopted Final
Budget Estimate Actual Adopted Budget Final Estimate
$ % $ %
5.554 5.554 5.601 0.047 0.8 0.047 0.8
5.554 5.554 5.601 0.047 0.8 0.047 0.8
2.268 2.268 3.501 (1.233) (54.4) (1.233) (54.4)
- - (0.009) 0.009 - 0.009 -
1.266 1.266 - 1.266 100.0 1.266 100.0
- - (0.007) 0.007 - 0.007 -
0.897 0.897 2.116 (1.219) * (1.219) *
4431 $ 4.431 5.601 (1.170) (26.4) (1.170) (26.4)
0.242 0.242 - 0.242 100.0 0.242 100.0
0.881 0.881 - 0.881 100.0 0.881 100.0
1123 $ 1.123 - 1.123 100.0 1.123 100.0
5554 $ 5.554 5.601 (0.047) (0.8) (0.047) (0.8)
5554 $ 5.554 5.601 (0.047) (0.8) (0.047) (0.8)
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MTA BUS COMPANY

2020 Year-End Report
Accrual Statement of Operations by Category
2020 Adopted Budget and Final Estimate vs. Actual
($ in millions)

NON-REIMBURSABLE/
REIMBURSABLE

Revenue

Farebox Revenue

Other Operating Revenue

Capital and Other Reimbursements
Total Revenue

Expenses

Labor:

Payroll

Overtime

Health and Welfare
OPEB Current Payment
Pensions

Other Fringe Benefits
Reimbursable Overhead
Total Labor Expenses

Non-Labor:

Electric Power

Fuel

Insurance

Claims

Maintenance and Other Operating Contracts
Professional Service Contracts

Materials & Supplies

Other Business Expenses

Total Non-Labor Expenses

Total Expenses Before Depreciation and
GASB Adjs.

Depreciation

GASB 75 OPEB Expense Adjustment
GASB 68 Pension Expense Adjustment
Environmental Remediation

Total Expenses

Baseline Surplus/(Deficit)

*Totals may not add due to rounding

2020 Favorable/(Unfavorable) Variance
Adopted Final
Budget Estimate Actual Adopted Budget November Forecast
$ % $ %
$ 225233 § 73191 $ 93.678 (131.555) (58.4) 20.487 28.0
20.349 353.436 342.612 322.263 * (10.824) (3.1)
5.554 5.554 5.601 0.047 0.8 0.047 0.8
$ 251136 $ 432181 $ 441.891 190.755 76.0 9.709 2.2
$ 291788 $ 293.848 $ 310.390 $ (18.602) (6.4) $ (16.542) (5.6)
64.959 84.809 80.336 (15.376) (23.7) 4.474 5.3
80.467 95.693 82.127 (1.661) (2.1) 13.565 14.2
25.062 24.270 24.695 0.367 1.5 (0.425) (1.8)
61.602 69.877 64.600 (2.998) (4.9) 5.277 7.6
71.688 73.899 65.953 5.735 8.0 7.946 10.8
- - 0.133 (0.133) - (0.133) -
$ 595566 $ 642.395 $ 628.234 $ (32.668) (5.5) $ 14.161 2.2
$ 1.848 § 1519 § 1.432 $ 0416 225 $ 0.088 5.8
26.922 18.574 14.005 12,917 48.0 4.568 24.6
7.351 5.809 4.602 2.749 37.4 1.206 20.8
63.035 74.245 15.312 47.723 75.7 58.934 79.4
36.115 43.278 29.126 6.989 19.4 14.152 32.7
46.154 46.176 25.454 20.700 44.9 20.722 44.9
52.345 56.552 40.464 11.881 22.7 16.089 28.4
4.558 4.508 2.527 2.031 44.6 1.981 43.9
$ 238.327 $ 250.661 $ 132.921 $ 105.406 442 $ 117.740 47.0
$ 833.893 $ 893.057 $ 761.157 $ 72736 8.7 $ 131.900 14.8
$ 54341 $ 54341 $ 47472 6.869 12.6 6.869 12.6
100.150 58.100 - 100.150 100.0 58.100 100.0
46.100 50.900 - 46.100 0.0 50.900 100.0
- - 0.179 (0.179) - (0.179) -
$1,034.484 $1,056.398 $ 808.808 225.676 21.8 247.590 23.4
$ (783.348) $ (624.217) $ (366.916) 416.432 53.2 257.301 41.2
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Receipts

Farebox Revenue

Other Operating Revenue

Capital and Other Reimbursements
Total Receipts

Expenditures

Labor:

Payroll

Overtime

Health and Welfare
OPEB Current Payment
Pensions

Other Fringe Benefits
GASB Account
Reimbursable Overhead
Total Labor Expenditures

Non-Labor:

Elecctric Power

Fuel

Insurance

Claims

Maintenance and Other Operating Contracts
Professional Service Contracts

Materials & Supplies

Other Business Expenses

Total Non-Labor Expenditures

Total Expenditures Before Depreciation

Depreciation

GASB 75 OPEB Expense Adjustment
GASB 68 Pension Expense Adjustment
Environmental Remediation

Total Expenditures

Baseline Cash Deficit

*Totals may not add due to rounding

MTA BUS COMPANY
2020 Year-End Report
Cash Receipts and Expenditures
2020 Adopted Budget and Final Estimate vs. Actual

($ in millions)

2020 Favorable/(Unfavorable) Variance
Adopted Final
Budget Estimate Actual Adopted Budget Final Estimate
$ % $ %
$ 225233 § 73191 $ 96.735 (128.498) (57.1) 23.544 322
20.349 353.436 346.283 325.934 * (7.153) (2.0)
10.930 10.930 5.524 (5.406) (49.5) (5.406) (49.5)
$ 256.512 $ 437.557 $ 448.542 192.030 74.9 10.985 25
$ 293326 $ 295388 $ 309.987 (16.661) (5.7) (14.599) (4.9)
64.959 84.809 80.337 (15.378) (23.7) 4.472 5.3
80.468 95.694 75.157 5.311 6.6 20.537 215
25.062 24.270 24.694 0.368 1.5 (0.424) (1.7)
61.428 70.203 61.102 0.326 0.5 9.101 13.0
56.511 58.722 46.788 9.723 17.2 11.934 20.3
0.000 0.000 0.000 0.000 100.0 0.000 100.0
$ 581754 $ 629.085 $ 598.065 (16.311) (2.8) 31.020 4.9
$ 1.848 $ 1519 $ 1.567 0.281 15.2 (0.048) (3.1)
25.499 17.149 13.996 11.503 45.1 3.153 18.4
7.351 7.807 11.033 (3.682) (50.1) (3.226) (41.3)
27.455 36.059 35.029 (7.574) (27.6) 1.030 2.9
34.626 50.889 33.122 1.504 4.3 17.767 34.9
46.154 62.376 20.434 25.720 55.7 41.942 67.2
52.345 63.810 41.756 10.589 20.2 22.054 34.6
4.558 4.758 2.251 2.307 50.6 2.507 52.7
$ 199.835 $§ 244367 $ 159.188 40.647 20.3 85.179 34.9
$ 781589 $ 873453 $ 757.253 24.336 31 116.200 13.3
$ -8 - 0§ - - - - -
$ 781589 $ 873452 $ 757.253 24.336 31 116.199 13.3
$ (525.077) $ (435.895) $ (308.711) 216.366 41.2 127.184 29.2
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MTA BUS COMPANY
2020 Year-End Report
Cash Conversion (Cash Flow Adjustments)
2020 Adopted Budget and Final Estimate vs. Actual
($ in millions)

2020 Favorable/(Unfavorable) Variance
Adopted
Budget Final Estimate Actual Adopted Budget Final Estimate
$ % $ %
Receipts
Farebox Revenue $ - $ - 3.057 $ 3.057 - $  3.057 -
Other Operating Revenue - - 3.671 3.671 - 3.671 -
Capital and Other Reimbursements 5.376 5.376 (0.077) (5.453) * (5.453) *
Total Receipts $ 5376 §$ 5.376 6.651 § 1.275 237 $ 1.275 23.7
Expenditures
Labor:
Payroll $ (1.538) $ (1.540) 0.403 § 1.941 * $ 1943 *
Overtime - - (0.001) (0.001) - (0.001) -
Health and Welfare (0.001) (0.001) 6.970 6.971 * 6.971 *
OPEB Current Payment - - 0.001 0.001 - 0.001 -
Pensions 0.174 (0.326) 3.498 3.324 * 3.824 *
Other Fringe Benefits 15177 15177 19.165 3.988 26.3 3.988 26.3
GASB Account - - - - - - -
Reimbursable Overhead (0.000) (0.000) 0.133 0.133 * 0.133 *
Total Labor Expenditures $ 13812 § 13.310 30.168 $ 16.356 * $ 16.858 *
Non-Labor:
Electric Power $ - $ - (0.135) $ 0.135 - $ 0135 -
Fuel 1.423 1.425 0.009 (1.414) (99.3) (1.416) (99.3)
Insurance - (1.998) (6.431) (6.431) - (4.432) *
Claims 35.580 38.186 (19.717) (55.297) * (57.904) *
Maintenance and Other Operating Contracts 1.489 (7.611) (3.996) (5.485) * 3.615 47.5
Professional Service Contracts - (16.200) 5.020 5.020 - 21.220 *
Materials & Supplies - (7.258) (1.292) (1.292) - 5.966 82.2
Other Business Expenses - (0.250) 0.276 0.276 - 0.526 *
Total Non-Labor Expenditures $ 38492 $ 6.294 (26.267) $ (64.758) * $ (32.561) *
Total Cash Conversion Adjustments before
Depreciation and GASB Adjs. $ 57.680 $ 24.980 10.553 $ (47.127) (81.7) $ (14.427) (57.8)
Depreciation $ 54341 § 54.341 47.472 $ (6.869) (126) $ (6.869) (12.6)
GASB 75 OPEB Expense Adjustment 100.150 58.100 - (100.150)  (100.0) (58.100)  (100.0)
GASB 68 Pension Expense Adjustment 46.100 50.900 - (46.100) (100.0) (50.900)  (100.0)
Environmental Remediation - - 0.179 (0.179) - 0.179 -
Baseline Total Cash Conversion Adjustments $ 258.271 $ 188.321 58.204 $ (200.067) (77.5) $(130.117) (69.1)

*Totals may not add due to rounding
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MTA BUS COMPANY
2020 YEAR-END REPORT
NON-REIMBURSABLE AND REIMBURSABLE BY FUNCTION AND DEPARTMENT
FULL - TIME POSITIONS AND FULL - TIME EQUIVALENTS
DECEMBER 2020 YEAR-TO-DATE

Favorable
Final (Unfavorable)
FUNCTION/DEPARTMENT Estimate Actual Variance
Administration
Office of the EVP 3 2 1
Human Resources 17 14 3
Office of Management and Budget 14 12 2
Technology & Information Services - - -
Material 15 14 1
Controller 18 18 -
Office of the President 4 5 (1)
System Safety Administration - - -
Law 20 19 1
Corporate Communications - - -
Labor Relations - - -
Strategic Office 19 18 1
Non-Departmental 3 - 3
Total Administration 113 102 11
Operations
Buses 2,328 2,292 36
Office of the Executive VP 6 4 2
Safety & Training 68 63 6
Road Operations 141 140 1
Transportation Support 25 22 3
Operations Planning 34 31 3
Revenue Control 6 6 -
Total Operations 2,608 2,558 51
Maintenance
Buses 731 730
Maintenance Support/CMF 233 222 11
Facilities 83 74 9
Supply Logistics 104 95 9
Total Maintenance 1,151 1,121 30
Capital Program Management 35 23 12
Total Engineering/Capital 35 23 12
Security 13 11 2
Total Public Safety 13 11 2
Total Positions 3,920 3,815 106
Non-Reimbursable 3,882 3,780 103
Reimbursable 38 35 3
Total Full-Time 3,902 3,802 100
Total Full-Time Equivalents 18 13 6
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Customers Count and COVID Travel Survey
Subway | Bus | Staten Island Railway | Paratransit

2021 Q1
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m 2021 Q1 Customers Count and COVID Travel Survey 2
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m 2021 Q1 Customers Count and COVID Travel Survey 3

Executive Summary

Introduction

The 2021 Q1 survey was available for customers to take online from Monday, March 15 to Sunday,
March 28. Customers were recruited using numerous methods, including our Customer Relationship
Management system (we sent out more than 350,000 invitations), advertising in the transit system,
promotion in print and social media, and encouragement of elected officials and community leaders.
Exactly 25,409 transit customers completed the survey with partial contributions from an additional
8,193, for a total of 33,602.

As the Pandemic has severely impacted ridership, the 2021 Q1 analysis has identified four customer
groups: active, active reduced, lapsed, and relapsed. Active customers use transit at approximately the
same rate as they did before COVID. Active reduced customers use transit at a substantially reduced
rate (from five days or more per week before COVID, to two days or fewer per week during 2021 Q1).
Lapsed customers have not used transit at all since the onset of the COVID pandemic in March 2020.
Relapsed customers have used transit since the onset of COVID, but not during 2021 Q1.

Among respondents currently using transit, input was received from 17,901 active and 7,304 active
reduced customers, for a total of 25,205. Among respondents not currently using transit but who used it
before COVID, input was received from 5,697 lapsed and 2,700 relapsed customers, for a total of 8,397.

2021 Q1 customer group definitions and totals

Local,
Limited,
and Staten
Customer Select Express Island Para-
Group Description Subway Bus Bus Railway transit All
Active Transit use in 2021 Q1 13,526 7,157 1,448 172 780 17,901
at close to pre-COVID
frequency
Active reduced  Transit use in 2021 Q1 5,907 2,259 467 43 98 7,304
at substantially reduced
frequency
Lapsed No transit use at all 4,488 1,205 578 65 5,697
during COVID
pandemic
Relapsed Transit use during 2,038 741 235 22 -- 2,700
COVID pandemic
but notin 2021 Q1
Total 25,959 11,362 2,728 302 878 33,602
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m 2021 Q1 Customers Count and COVID Travel Survey 4

As the lapsed and relapsed response counts indicate, our ability to get input from pre-COVID customers
who are not currently using transit has become more challenging as the pandemic continues.

System satisfaction rates vary across MTA modes for active and active reduced customers. Subway
customers are least satisfied with a rate of 39%. Local, limited, and select bus customers are more
satisfied with a rate of 46%. A majority of express bus, Staten Island Railway, and paratransit are
satisfied. 62% of express bus customers are satisfied. 67% of Staten Island Railway customers are
satisfied. And 83% of paratransit customers are satisfied, with only 7% who indicate they are
dissatisfied.

System satisfaction rates
(among active and active reduced customers)

Subway 39% 29%
Local, limited, and select bus 46% 26%

Express bus 62% 18%

Staten Island Railway 67% 14%

Paratransit 83% 7%

M Satisfied Neutral Dissatisfied

Subway satisfaction among current customers

Customers feel substantially less safe from crime and accidents in the subway system than they did six
months ago and as a result, overall service satisfaction decreased by 15.1 percentage-points to 38%. The
decrease in service satisfaction is driven by satisfaction decreases in crime and harassment in stations
(-8.2 percentage-points), crime and harassment on trains (-16.4 percentage-points), accident safety on
trains (-15.9 percentage-points), and accident safety in stations (-10.7 percentage-points). These are the
first, second, sixth, and seventh most important attributes to customers.

The satisfaction rate for crime and harassment on trains and in stations is 26% and 34%, respectively.
With dissatisfaction rates of 47% and 37%, more customers are dissatisfied than satisfied, particularly on
trains.

Customers who rate the following subway lines report the lowest levels of satisfaction with crime and

harassment: @ (23%), @ (22%), © (21%), @ (23%), @ (21%), and @/@ (22%).

Customers who rate the following subway stations report the lowest levels of satisfaction with crime
and harassment: 125 St @@ (16%), Hunts Point Ave @ (16%), Grand Av-Newtown Q@ (16%), Grand
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m 2021 Q1 Customers Count and COVID Travel Survey 5

St @ (15%), 125 St @O O (15%), Flushing Av @@ (14%), 116 St @ (13%), Central Park North (110 St)
OO (12%), Baychester Av @ (7%), and Prospect Av @@ (6%).

Health safety is the third and fourth most important attribute to customers. Health safety satisfaction is
a measure of how safe customers feel from contracting COVID while using transit. The satisfaction rates
for health safety on trains is 33% and in stations is 39%. Health safety satisfaction decreased by 11.3
percentage-points on trains and by 5.5 percentage-points in stations.

Mask wearing is extremely important to customers. On trains, it’s the fifth most important attribute
with 37% satisfied compared to 41% dissatisfied. In stations, it’s the eighth most important attribute
with 41% satisfied compared to 34% dissatisfied. Efforts to encourage customers to wear masks has
helped raise satisfaction with mask wearing on trains by 5.3 percentage-points and in stations by 2.0
percentage-points.

Cleanliness of trains (-10.3 percentage-points) and social distancing on trains (-7.9 percentage-points),
both important COVID-related attributes, decreased in customer satisfaction.

Customers who rate the following subway lines report the highest levels of overall service satisfaction:
Q (42%), © (41%), @ (42%), @ (43%), @ (45%), and O (42%). Customers who rate the following
subway lines report the lowest levels of overall service satisfaction: @ (34%), @ (34%), @ (34%), and

O/0(34%).

Customers who rate the following subway stations report the highest levels of overall station
satisfaction: Howard Beach-JFK @) (84%), World Trade Center-Cortlandt € (76%), Marble Hill-225 St €
(76%), 86 St @ (74%), 34 St-Hudson Yards @ (72%), 96 St @ (71%), Cathedral Pkwy (110 St) @@
(71%), Grand Army Plaza @@ (71%), 72 St @ (70%), and Briarwood @@ (70%). Customers who rate
the following subway stations report the lowest levels of overall station satisfaction: 116 St @ (19%),
Prospect Av @@ (19%), Flushing Av @@ (18%), Grand St @@ (18%), 170 St @@ (17%), Broadway-
Lafayette St @@ @@ (17%), 125 St @O0 (17%), Chambers St @€ (16%), Far Rockaway-Mott Av ()
(12%), and Central Park North (110 St) @@ (3%).

In general, customers who are currently using the subway are very concerned about COVID-related
issues at lower rates than those who have not been using the subway. These results continue to confirm
that the actual experience of using the subway tends to be less concerning than the anticipated
experience. This is essential to ensuring that New Yorkers reestablish their transit use habits.

Among COVID-related issues, mask wearing continues to be most concerning to customers.
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Subway satisfaction rates
(among active and active reduced customers - in order of importance)

Crime and harassment in stations (1)

Crime and harassment on trains (2)

Health safety on trains (3)

Health safety in stations (4)

Mask wearing on trains (5)

Accident safety on trains (6)

Accident safety in stations (7)

Mask wearing in stations (8)

Communication during delays on trains (9)

People experiencing mental illness on trains (10)
Communication during delays in stations (11)
People experiencing mental illness in stations (12)
People experiencing homelessness on trains (13)
Train arrival information in stations (14)
Cleanliness of trains (15)

People experiencing homelessness in stations (16)
Planned service change communication in stations (17)
Crowding on trains (18)

Planned service change communication on trains (19)
Social distancing on trains (20)

Unexpected delays (21)

Cleanliness of stations (22)

Condition of stations (23)

Social distancing in stations (24)

Crowding in stations (25)

Waiting time (26)

Travel time (27)

Panhandling on trains (28)

Cost of aride (29)

Announcements in stations (30)

Announcements on trains (31)

Panhandling in stations (32)

Train crews (33)

Station staff (34)

Hours of operation (35)

Elevators

Overall service
Overall station

M Satisfied

68%

54%

71%

55%

51%
59%

47%
Neutral Dissatisfied

47%

37%

37%
31%

41%

21%
23%
34%
35%

30%

17%
31%

24%
40%
27%

35%
29%
30%
34%
32%
27%
18%

40%
24%
30%

9%
15%
18%
39%

31%
28%

Master Page # 234 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



m 2021 Q1 Customers Count and COVID Travel Survey

Subway satisfaction rate

six-month percentage-point change
(2020 Q3 to 2021 Q1)

Elevators [ ., 5 ©
station staff [ -’
Mask wearing in stations || EGcTczcGEGIIIIIIEEEE :
Mask wearing on trains | NN 2.0

Announcements in stations +0.2
Communication during delays in stations -0.8

Cleanliness of stations || EGTNGzGzGNGEEEEEE - :
Train arrival information in stations | RGN -1
Train crews [ - :
Social distancing in stations | | | | kGEIzGININGUGGEGEGEGEE
Condition of stations || IGcTNGNININGEGEGE -
Waiting time | I >/
Planned service change communication in stations | |GGG - :
Announcements on trains || EGTczcNNGINGEGEG ::
Travel time | NN : -
Hours of operation | NNEEEEEEENEEENNN .7
Communication during delays on trains ||  |lGNzNzNINGEGEGEG :
Planned service change communication on trains | || | N A -
Cost of aride | NNENEEN -
People experiencing homelessness in stations || GcIcEINIIIIIH -7
Crowding in stations | GG
Health safety in stations || [N -
crowding on trains || EEGTNGEGEGEEEE -
Unexpected delays [ N -
Social distancing on trains || EGEG<TNGIIGGEG -7-°
Crime and harassment in stations || | | | R -2:
Cleanliness of trains || | |l -10:3
Accident safety in stations || N | JIIIEEEE -10.7
Health safety on trains | AN 113
People experiencing homelessness on trains | R 145
Accident safety on trains [ -15.9
Crime and harassment on trains |l -16.4

Overall service | 151
Overall station | R - :

Gray shading indicates a statistically insignificant change at the 95% confidence level. Satisfaction with people experiencing
mental illness and panhandling were not asked on the 2020 Q3 survey, so changes are not reported for these attributes.
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Overall service
(satisfaction rate by subway line)

61%

45% g
42% oo 41% 42% 13% 42% 42%
38% 35% 34% 34% 34% on 36% 37% 3554 38% 3 39% 38% 38%

34/)

W S42 SFA SRP

Sample sizes for the three shuttles are low and estimates have large margins of error.

Overall station
(satisfaction rate by borough and highest/lowest with at least 25 respondents)

84%

76% 76% 74%

2% 71% 71% 71% 70% 70%
46%
° 399 42%
33%
19% 19% 18% 18% 17% 17% 17% 16%
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Local, limited, and select bus satisfaction among current customers

Overall service satisfaction is at 49%, which is twenty-five percentage-points greater than the
dissatisfaction rate of 24%. Overall service satisfaction increased by 2.3 percentage-points in the six
months from 2020 Q3 to 2021 Q1.
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Overall bus stop satisfaction is at 52%, which is thirty-two percentage-points greater than the
dissatisfaction rate of 20%. Overall bus stop satisfaction did not change by a statistically significant
margin since the last Customers Count survey.

Of the thirty bus attributes customers rate on the survey for importance, the most important are related
to COVID, crime, and safety. This is in contrast to pre-COVID results which revealed that traditional core
service attributes such as waiting time, travel time, unexpected delays, and crowding were the most
important to customers.

Mask wearing on buses is the most important attribute to customers. Slightly less than half of customers
(45%) are satisfied. Customer satisfaction with mask wearing has increased. On buses, satisfaction went
up by 7.8 percentage-points, and at bus stops by 7.5 percentage-points.

Health safety on buses, how safe customers feel from contracting COVID, is the second most important
attribute to customers. Slightly less than two in five customers (39%) are satisfied. Satisfaction with
health safety on buses decreased by 1.8 percentage-points.

Crime and harassment on buses and at bus stops are the third and fourth most important attributes.
Customers report similar levels of satisfaction with 47% satisfied on buses and 45% satisfied at bus
stops. Customers became less satisfied with crime and harassment on buses and at bus stops. On buses,
satisfaction dropped by 6.4 percentage-points. At bus stops, satisfaction went down by 4.2 percentage-
points.

Customers consider social distancing on buses to be very important — it is the fifth most important
attribute out of the thirty on the survey. Only one-quarter of customers (25%) are satisfied and more
than twice as many (53%) are dissatisfied. This attribute is naturally correlated with crowding on buses,
which is the seventh most important attribute to customers. Not surprisingly, the percentages of
satisfied and dissatisfied customers are similar. Only 29% of customers are satisfied in contrast to 46%
who are dissatisfied. As expected, satisfaction levels with crowding on buses and social distancing on
buses changed at similar rates. For crowding, there was a 2.4 percentage-point increase. For social
distancing, these was a 1.6 percentage-point increase.

Satisfaction with waiting time increased by 5.2 percentage-points.

Customers are more satisfied with overall service in Brooklyn (51%), Manhattan (53%), and Queens
(53%), than they are in the Bronx (40%) and Staten Island (45%).

Customers who rate the following bus routes report the highest levels of overall service satisfaction:
Q15A (71%), Q70 SBS (70%), Q35 (70%), Q53 SBS (69%), Q28 (68%), M79 SBS (68%), M72 (67%), Q64
(67%), Q52 SBS (67%), and B38 (66%). Customers who rate the following bus routes report the lowest
levels of overall service satisfaction: Bx32 (30%), S74 (30%), Bx36 (30%), Bx2 (29%), Bx39 (29%), Bx22
(28%), Bx3 (27%), Q19 (26%), Q114 (24%), and Q3 (22%).

Customers who rate the following bus routes report the highest levels of overall bus stop satisfaction:
Q16 (90%), Q64 (85%), Q28 (77%), Q76 (77%), Q34 (75%), Q15 (75%), Q15A (74%), M79 SBS (72%), Q110
(71%), and B9 (70%). Customers who rate the following bus routes report the lowest levels of overall bus
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stop satisfaction: Bx2 (34%), Bx39 (34%), B20 (33%), Bx4A (33%), B14 (32%), Q41 (31%), Q113 (30%),
Bx32 (29%), Q114 (26%), and S40 (23%).

In general, customers who are currently using buses, in the active and active reduced groups, are very
concerned about COVID-related issues at lower rates than those who have not been using buses, in the
lapsed group. These results continue to confirm that the actual experience of using buses tends to be
less concerning than the anticipated experience.

Among COVID-related issues, mask wearing continues to be most concerning to customers.

Local, limited, and select bus satisfaction rates
(among active and active reduced customers - in order of importance)

Mask wearing on buses (1) 33%
Health safety on buses (2) 33%
Crime and harassment on buses (3) 22%
Crime and harassment at bus stops (4) 23%
Social distancing on buses (5) 53%
Accident safety on buses (6) 12%
Crowding on buses (7) 46%
Waiting time (8) 34%
Bus drivers (9) 14%
Accident safety at bus stops (10) 13%
Health safety at bus stops (11) 26%
Communication during delays on buses (12) 27%
Cleanliness of buses (13) 28%
Mask wearing at bus stops (14) 30%
Location of bus stops (15) 15%
People experiencing mental illness on buses (16) 28%
Travel time (17) 22%
Cost of aride (18) 32%
Unexpected delays (19) 35%
People experiencing homelessness on buses (20) 22%
People experiencing mental illness at bus stops (21) 29%
Hours of operation (22) 23%
People experiencing homelessness at bus stops (23) 26%
Social distancing at bus stops (24) 39%
Condition of bus stops (25) 22%
Cleanliness of bus stops (26) 24%
Panhandling on buses (27) 15%
Panhandling at bus stops (28) 20%
Crowding at bus stops (29) 38%
Announcements on buses (30) 21%
Overall service 24%
Overall bus stop 20%

M Satisfied Neutral Dissatisfied
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Local, limited, and select bus system satisfaction rate

six-month percentage-point change
(2020 Q3 to 2021 Q1)

Mask wearing on buses [ N - :
Mask wearing at bus stops [ I
waiting time [ 5 >
Cleanliness of bus stops | EGNGNGNININGNGNGNGNGEEEE - :
Crowding on buses [N
Social distancing on buses | EGNGNGNGNGNGNGEGEGEE -

Travel time +0.9
Bus drivers +0.8
Announcements on buses -0.9

Costofaride [N - :
Accident safety at bus stops | NIIIIEEG@Gg@SEENNENNNNNE - :
Health safety on buses | NN s
Communication during delays on buses | NNEIEGgQGCHEENENN -
Cleanliness of buses | I s
People experiencing homelessness on buses | NENGNGIGINGGGN ;2
People experiencing homelessness at bus stops | EGcTczczNENINIIIIIIBIE -::
Accident safety on buses | NN - :
Crime and harassment at bus stops | GKGczcEI_NNIIIIEE -::
Health safety at bus stops | NN NN ;-
Location of bus stops | NN <
crowding at bus stops | NN ;-
Hours of operation | NNNENEENEEEEEN .7
Crime and harassment on buses | IIEGIzINGNGNGGE -
Unexpected delays I NEEGEGN .7
Social distancing at bus stops | NI -°.;

Overall service [ 23

Overall bus stop -0.3

Gray shading indicates a statistically insignificant change at the 95% confidence level. Satisfaction with people experiencing
mental illness and panhandling were not asked on the 2020 Q3 survey, so changes are not reported for these attributes.

Overall service
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Overall bus stop
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Express bus satisfaction among current customers

Overall service satisfaction is at 62%, which is forty-eight percentage-points greater than the
dissatisfaction rate of 14%. Satisfaction did not change by a statistically significant margin from 2020 Q3
102021 Q1

Overall bus stop satisfaction is at 67%, which is fifty-five percentage-points greater than the
dissatisfaction rate of 12%. Overall service and overall bus stop satisfaction did not change by a
statistically significant margin.

Of the thirty bus attributes customers rate on the survey, the satisfaction rates for all but five of them
indicate that the majority of customers are satisfied.

Mask wearing on buses is the most important attribute to customers. Slightly more than two-thirds of
customers (68%) are satisfied. Customer satisfaction with mask wearing increased. On buses satisfaction
increased by 10.9 percentage-points.

Crime and harassment on buses and at bus stops are the second and fourth most important attributes.
Customers indicate they feel more satisfied onboard buses (80%) than they feel waiting at bus stops
(70%). Only 5% and 7% of customers are dissatisfied with crime and harassment on buses and at bus
stops, respectively. Satisfaction with crime and harassment at bus stops improved over the past six
months by 9.3 percentage-points.

Health safety on buses, how safe customers feel from contracting COVID, is the third most important
attribute to express bus customers with a satisfaction rate of 63%.

Accident safety, how safe customers feel from getting injured, is the fifth most important attribute on
buses and the eighth most important at bus stops. On buses, 81% of customers are satisfied. This is the
highest satisfaction rate among all of the thirty express bus attributes. At bus stops, 70% of customers
are satisfied. Accident safety satisfaction at bus stops improved by 4.9 percentage-points.

Master Page # 240 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



m 2021 Q1 Customers Count and COVID Travel Survey 13

Bus drivers are the sixth most important attribute. Historically, customers have shown appreciation for
their bus drivers by giving them high satisfaction ratings. This trend continues, as more than three-
quarters of customers (76%) are satisfied with bus drivers. Only 8% are dissatisfied.

Customers consider social distancing on buses to be very important. It is the seventh most important
attribute out of the thirty on the survey. Slightly more than half of customers (57%) are satisfied. This
attribute is correlated with crowding on buses, which is the eleventh most important attribute to
customers. Not surprisingly, the percentage of satisfied customers is similar with a 55% satisfaction rate.
Customers are finding it easier to social distance on buses. Satisfaction with social distancing on buses
increased by 6.9 percentage-points.

Waiting time satisfaction increased by 8.0 percentage-points.

Customers are more satisfied with overall service in the Bronx (67%), Brooklyn (71%), and Queens (66%),
than they are on Staten Island (56%).

Customers who rate the following bus routes report the highest levels of overall service satisfaction:
SIM26 (93%), QM16 (92%), X28 (86%), BxM2 (85%), BM1 (83%), X27 (80%), SIM3c (79%), BxM8 (78%),
X38 (78%), and BM3 (77%). Customers who rate the following bus routes report the lowest levels of
overall service satisfaction: BM2 (51%), QM6 (50%), SIM22 (48%), SIM8 (48%), BM5 (46%), SIM1 (44%),
QM11 (43%), SIM3 (37%), SIM4c (21%), and QM7 (18%).

Customers who rate the following bus routes report the highest levels of overall bus stop satisfaction:
QM16 (100%), SIM3c (91%), X38 (89%), SIM34 (86%), SIM2 (85%), SIM26 (80%), X27 (79%), X28 (79%),
BxM2 (78%), and BM1 (78%). Customers who rate the following bus routes report the lowest levels of
overall bus stop satisfaction: SIM1c (58%), SIM8 (57%), X37 (57%), QM6 (52%), BM2 (48%), SIM6 (47%),
SIM4c (43%), SIM22 (43%), BM5 (43%), and SIM3 (39%).

In general, customers who are currently using buses, in the active and active reduced groups, are very
concerned about COVID-related issues at lower rates than those who have not been using buses, in the
lapsed group. These results continue to confirm that the actual experience of using buses tends to be
less concerning than the anticipated experience. This is essential to ensuring that New Yorkers
reestablish their transit use habits.

Express bus customers are slightly more concerned with social distancing, mask wearing, and health
safety than they are with cleanliness, and crime and harassment.

Active customers are most concerned with mask wearing, followed by health safety, social distancing,
crime and harassment, and cleanliness.

Eight out of ten lapsed customers are very concerned about mask wearing and health safety when they
return to using express buses.
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Express bus satisfaction rates
(among active and active reduced customers - in order of importance)

Mask wearing on buses (1)

Crime and harassment on buses (2)

Health safety on buses (3)

Crime and harassment at bus stops (4)

Accident safety on buses (5)

Bus drivers (6)

Social distancing on buses (7)

Accident safety at bus stops (8)

Waiting time (9)

Cleanliness of buses (10)

Crowding on buses (11)

Health safety at bus stops (12)

Travel time (13)

Hours of operation (14)

Communication during delays on buses (15)
Location of bus stops (16)

Cost of a ride (17)

People experiencing mental illness on buses (18)
Unexpected delays (19)

Mask wearing at bus stops (20)

People experiencing homelessness on buses (21)
People experiencing mental illness at bus stops (22)
Panhandling on buses (23)

People experiencing homelessness at bus stops (24)
Panhandling at bus stops (25)

Social distancing at bus stops (26)

Condition of bus stops (27)

Cleanliness of bus stops (28)

Crowding at bus stops (29)

Announcements on buses (30)

Overall service
Overall bus stop

M Satisfied

68% 18%

80% 5%

63% 16%

70% 7%
4%

8%

81%
76%

57% 23%

70% 5%
56%
61%
55%
63%
60%

24%
19%
20%
12%
15%
49%
48%

29%
24%

68%
46%
71%

10%

27%
6%
41% 25%
67%

75%

15%
4%
8%
5%
8%
8%

74%
65%
67
64%
60%
61%
60%

17%
13%
16%
15%
45% 24%
62 14%

67 12%
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Neutral Dissatisfied
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Express bus satisfaction rate

six-month percentage-point change
(2020 Q3 to 2021 Q1)

Mask wearing at bus stops [ . 132
People experiencing homelessness at bus stops || IEGNGNGNGIGINININIIIIIIIIIENEEEEE 11
Mask wearing on buses [, .o
Crime and harassment at bus stops || IIGIGINGINIEEEEE
Location of bus stops [ N :: :
Waiting time | . - : o
Social distancing on buses | NEEEEEEEEEE 5.0
Cleanliness of bus stops || IIIEINGGEEEEEEE
Communication during delays on buses | IEIEGNGNGIGIGNINGNININININININININININGEGEEEE ¢
Accident safety at bus stops | IEIENENEINEGEGEGEGEEEEEEEEEEEEE -
Health safety on buses e +4a
Accident safety on buses e 29
Social distancing at bus stops [T 2.5
Travel time [ 2.3
Crime and harassment on buses e +2.2
Announcements on buses [T 16
Bus drivers [ 16
Cleanliness of buses [ +15
People experiencing homelessness on buses [ +1.0
Crowding on buses [ +0.3
Health safety at bus stops [ +0.2
Hours of operation e 0.6
Crowding at bus stops [ 0.7
Costofaride [N 15
Unexpected delays [N 1.8

Overall service NI 41
Overall bus stop [ 19

Gray shading indicates a statistically insignificant change at the 95% confidence level. Satisfaction with people experiencing
mental illness and panhandling were not asked on the 2020 Q3 survey, so changes are not reported for these attributes.

Overall service
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Overall bus stop
(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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Staten Island Railway satisfaction among current customers

Overall service satisfaction is at 66%, which is forty-eight percentage-points greater than the
dissatisfaction rate of 18%. Overall station satisfaction is at 60%, which is forty-seven percentage-points
greater than the dissatisfaction rate of 13%.

Crime and harassment in stations and on trains are the first and second most important attributes to
customers with satisfaction rates of 63% and 66%, respectively. With dissatisfaction rates of 9% and
14%, more customers are dissatisfied than satisfied.

Staten Island Railway customers rate communications among the most important attributes.
Communication during delays in stations is the third most important attributes with a satisfaction rate of
47%. On trains, it is the fourth most important attribute, with a satisfaction rate of 56%. Planned service
change communication in stations is the fifth most important attribute with a satisfaction rate of 53%.

Accident safety satisfaction in stations and on trains, a measure of how safe customers feel from getting
injured while using transit, are the sixth and seventh most important attributes to customers. Between
69% (in stations) and 68% (on trains) of customers are satisfied.
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Staten Island Railway satisfaction rates
(among active and active reduced customers - in order of importance)

Crime and harassment on trains (1) 6 9%
Crime and harassment in stations (2) 66% 14%
Communication during delays in stations (3) 47% 24%
Communication during delays on trains (4) 56% 19%
Planned service change communication in stations (5) 53 20%

Accident safety in stations (6)
Accident safety on trains (7)
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People experiencing mental illness on trains (8) 18%
Train arrival information in stations (9) 11%
Health safety in stations (10) 10%
Panhandling on trains (11) 14%
Planned service change communication on trains (12) 55% 18%
Travel time (13) 8%
Waiting time (14) 17%
Mask wearing on trains (15) 22%
Health safety on trains (16) 9%
People experiencing homelessness on trains (17) 20%
Cleanliness of trains (18) 12%
People experiencing homelessness in stations (19) 29%
Announcements in stations (20) 20%
Unexpected delays (21) 13%
Announcements on trains (22) 15%
Panhandling in stations (23) 23%
Crowding on trains (24) 10%
Social distancing on trains (25) 12%
Train crews (26) 5%
Mask wearing in stations (27) 22%
Station staff (28) 5%
People experiencing mental illness in stations (29) 27%
Cleanliness of stations (30) 17%
Hours of operation (31) 10%
Social distancing in stations (32) 11%
Crowding in stations (33) 12%
Condition of stations (34) 17%
Cost of a ride (35) 18%
Overall service 18%
Overall station 13%

M Satisfied Neutral Dissatisfied

Paratransit

Paratransit customers are much more satisfied with service attributes than they are dissatisfied. With
the exception of on time pick up, all attributes have satisfaction rates between 76% and 90%.
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For paratransit customers, it is extremely important for their driver to operate vehicles safely. This is the
most important attribute to customers. More than eight in ten are satisfied (83%).

Health and accident safety are the second and third most important attributes, both with a satisfaction
rate of 72%. Health safety satisfaction is a measure of how safe customers feel from contracting COVID
while using transit. Accident safety satisfaction is a measure of how safe customers feel from getting
injured while using transit.

Drivers wearing masks is the fourth most important attribute to customers and the attribute with the
greatest satisfaction rate (90%).

The fifth most important paratransit attribute is on time pick up. Of the attributes on the survey,
customers rate it the lowest at 69%, with 16% of customers indicating they are dissatisfied.

Getting a ride on the day and time of request is the sixth most important attribute to paratransit
customers. Slightly more than three-quarters are satisfied (76%).

Crime and harassment is the seventh most important attribute with a satisfaction rate of 88%. Only 5%
of customers are dissatisfied.

Paratransit satisfaction rates
(in order of importance to customers)

Drivers ability to drive safely (1) 5%
Health safety (2) 5%
Accident safety (3)
Drivers mask wearing (4) 4%
On time pick up (5
Ability to get a ride for the day/time of request (6) 10%
Crime and harassment (7) 5%
Drivers knowing how to get to where you are going (8) 7%
Being able to get through to make reservations (9) 5%
Reservation staff competence (10) 5%
Cleanliness of vehicles (11) 8%
Reservation staff courtesy and professional behavior (12) 3%
Drivers courtesy and professional behavior (13) 8%
Traveltime (14)
How long it takes to make reservations (15) 6%
Drivers assistance in getting into or out of vehicles (16) 11%
Temperature inside vehicles (17) 6%
Lifts or ramps (18)

M Satisfied Neutral Dissatisfied
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Special Topics
Return to transit

Many workers continue to work from home. Among lapsed transit customers, 79% report they are
working from home all the time. Among the relapsed group, 73% indicate they are working from home
all the time. When asked why they are not using transit, 61% of lapsed and relapsed customers cite
working from home as a reason.

More than half of customers who are not using transit (57%) state that COVID factors into their decision-
making. It is the second most frequently cited reason for not using transit. This confirms that enhanced
efforts to clean and disinfect the transit system and to promote health safety should continue.

Slightly more than one-third of lapsed and relapsed transit customers state they are not using transit
because of crime and harassment (36%), and many of these customers (89%) indicate safety from crime
and harassment is a very important or extremely important factor that will influence their decision to
use transit in the future.

It is essential that customers who are not using transit feel they will be safe from crime and harassment
when they return. If lapsed and relapsed customers do not think it is safe to use transit, they may not
return.

Future transit use frequency

One-third of pre-COVID transit customers, regardless of their current usage, state they will modestly
increase their transit use in the future. A small group of customers (15%) report a planned large increase
in their transit use frequency. Specifically, these are customers currently using transit less than three
days per week who indicate they will use transit five days or more per week in the future.

Service and travel information sources

More than six in ten respondents (62%) state they are using the agency website for service and travel
information with a satisfaction rate of 58%.

Half of respondents (50%) report using the MYmta application. Slightly more than six in ten (62%) are
satisfied.

My MTA Alerts is used by 17% of respondents with a satisfaction rate of 65%.

MTA social media outlets are used by 17% of respondents. Users indicate they are satisfied at a rate of
56%, with only 9% reporting they are dissatisfied.

A few respondents (5%) rely on the 511 call center for service and travel information. Among all of the
official MTA sources, the call center has the lowest satisfaction rate (54%), but only by a few percentage-
points. The call center has the greatest proportion of dissatisfied respondents with a dissatisfaction rate
of 16%.
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OMNY use
Approximately 10% of customers currently using transit state they use OMNY.

Among those currently using transit, 16% to 17% indicate they will use OMNY in the near future. More
than one-quarter (27% of active and 26% of active reduced) state they will not use OMNY. A similar
proportion (23% of active and 25% of active reduced) are not sure if they will use OMNY.

Only 15% of lapsed and 19% of relapsed customers state they will not use OMNY when they return to
transit — a lower rate than among those currently using transit.

Between 14% and 17% of customers, regardless of group, indicate they will use OMNY when unlimited
passes are available. Between 15% and 18% of customers state they will use OMNY when reduced fare
rides are available.

Using transit for the trip to school

Before COVID, among transit customers with school-aged children, 27% either permitted their child to
use the subway to travel to school alone, accompanied them on the subway or had them travel with
someone. A similar proportion (22%) have children who used the local, limited, or select bus to travel to
school before COVID. Since COVID, these rates have decreased. Currently, of transit customers who live
in households with school-age children, 11% report their children are using the subway, and 9% say their
children are using a local, limited, or select bus.

Reaction to mask wearing and cleaning/disinfecting

Slightly fewer than three-quarters of customers (73%) agree or strongly agree that cleaning and
disinfecting efforts make them feel safer when they use transit.

Reaction to police presence

More than three-quarters of customers (76%) indicate they feel safer or much safer in the presence of
uniformed police officers. Slightly less than half of customers (45%) say they have noticed a recent
increase in police presence in the transit system.
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Introduction

The 2021 Q1 survey was available for customers to take from Monday, March 15 to Sunday, March 28.
Customers were recruited using our Customer Relations Management system (we sent out more than
350,000 invitations), advertising in the transit system, promotion in print and social media, and
encouragement of elected officials and community leaders. Approximately 25,400 transit customers
completed the survey with partial contributions from an additional 8,200, for a total of 33,600.

For the 2021 Q1 analysis, respondents have been assigned to one of four customer groups: active, active
reduced, lapsed, and relapsed. Active customers use transit at approximately the same rate as they did
before COVID. Active reduced customers use transit at a substantially reduced rate (from five days or
more per week before COVID, to two days or fewer per week during 2021 Q1). Lapsed customers have
not used transit at all since the onset of the COVID pandemic in March 2020. Relapsed customers have
used transit since the onset of COVID, but not during 2021 Q1.

Among respondents currently using transit, we received input from approximately 17,900 active and
7,300 active reduced customers, for a total of 25,200. Among respondents not currently using transit
but who used it before COVID, we received input from approximately 5,700 lapsed and 2,700 relapsed
customers, for a total of 8,400.

2021 Q1 customer group definitions and totals

Local,
Limited,
and Staten
Customer Select Express Island Para-
Group Description Subway Bus Bus Railway transit All
Active Transit use in 2021 Q1 13,526 7,157 1,448 172 780 17,901
at close to pre-COVID
frequency
Active reduced  Transit use in 2021 Q1 5,907 2,259 467 43 98 7,304
at substantially reduced
frequency
Lapsed No transit use at all 4,488 1,205 578 65 5,697
during COVID
pandemic
Relapsed Transit use during 2,038 741 235 22 - 2,700
COVID pandemic
but not in 2021 Q1
Total 25,959 11,362 2,728 302 878 33,602

Results are weighted using the American Community Survey five-year estimates (2015-2019) to
represent the racial, ethnic, and income composition of transit customers.
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System satisfaction rates vary across MTA modes for active and active reduced customers. Subway
customers are least satisfied with a rate of 39%. Local, limited, and select bus customers are more
satisfied with a rate of 46%. A majority of express bus, Staten Island Railway, and paratransit are
satisfied. 62% of express bus customers are satisfied. 67% of Staten Island Railway customers are
satisfied. And 83% of paratransit customers are satisfied, with only 7% who indicate they are
dissatisfied.

System satisfaction rates
(among active and active reduced customers)

Subway 39% 29%
Local, limited, and select bus 46% 26%

Express bus 62% 18%

Staten Island Railway 67% 14%

Paratransit 83% 7%

M Satisfied Neutral Dissatisfied

Subway

Satisfaction status

Overall service satisfaction is at 38%, which is seven percentage-points greater than the dissatisfaction
rate of 31%. Overall station satisfaction is at 41%, which is thirteen percentage-points greater than the
dissatisfaction rate of 28%.

Of the thirty-five subway attributes customers rate on the survey for importance (customers do not rate
importance of elevators), the most important are related to COVID, crime, and safety. This is in contrast
to pre-COVID results which typically showed that traditional core service attributes like waiting time,
travel time, unexpected delays, and crowding were the most important to customers.

Crime and harassment in stations and on trains are the first and second most important attributes to
customers with satisfaction rates of 34% and 26%, respectively. With dissatisfaction rates of 37% and
47%, more customers are dissatisfied than satisfied, particularly onboard trains.

Health safety and accident safety comprise four of the next five most important attributes to customers.
Health safety satisfaction is a measure of how safe customers feel from contracting COVID while using
transit. Accident safety satisfaction is a measure of how safe customers feel from getting injured while
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using transit. The satisfaction rates for health safety on trains is 33% and in stations is 39%. Customers

are more satisfied with accident safety with satisfaction rates of 45% on trains and 43% in stations.

Mask wearing is extremely important to customers. On trains, it’s the fifth most important attribute
with 37% satisfied compared to 41% dissatisfied. In stations, it’s the eighth most important attribute

with 41% satisfied compared to 34% dissatisfied.

Subway satisfaction rates
(among active and active reduced customers - in order of importance)

Crime and harassment in stations (1)

Crime and harassment on trains (2)

Health safety on trains (3)

Health safety in stations (4)

Mask wearing on trains (5)

Accident safety on trains (6)

Accident safety in stations (7)

Mask wearing in stations (8)

Communication during delays on trains (9)

People experiencing mental illness on trains (10)
Communication during delays in stations (11)
People experiencing mental illness in stations (12)
People experiencing homelessness on trains (13)
Train arrival information in stations (14)
Cleanliness of trains (15)

People experiencing homelessness in stations (16)
Planned service change communication in stations (17)
Crowding on trains (18)

Planned service change communication on trains (19)
Social distancing on trains (20)

Unexpected delays (21)

Cleanliness of stations (22)

Condition of stations (23)

Social distancing in stations (24)

Crowding in stations (25)

Waiting times (26)

Travel times (27)

Panhandling on trains (28)

Cost of aride (29)

Announcements in stations (30)

Announcements on trains (31)

Panhandling in stations (32)

Train crews (33)

Station staff (34)

Hours of operation (35)

Elevators

Overall service
Overall station

M Satisfied

34%
PAY
33%
39%
37
%

& |
[e2]
X R
] b IS
N 4

41

68%
54%
71%
55%
51%
59%

Neutral Dissatisfied

47%

47%

37%

37%
31%
41%
21%
23%
34%
35%
30%
17%
31%
24%
40%
27%
35%
29%
30%
34%
32%
27%
18%
40%
24%
30%
15%
18%
39%
31%
28%

9%
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Customers continue to think communication during delays is among the most important subway
attributes. Communication during delays on trains is the ninth most important subway attributes. For
stations, it is the eleventh most important. On trains, about an equal percentage of customers are
satisfied (36%) as are dissatisfied (35%). In stations, more customers are satisfied (39%) than are
dissatisfied (30%).

The tenth most important attribute to customers is people experiencing mental illness on trains. Only
10% of customers are satisfied while 68% are dissatisfied. This is a particularly high dissatisfaction rate,
second only to people experiencing homelessness on trains (71%), which is the thirteenth most
important attribute to customers. People experiencing mental illness in stations is the twelfth most
important attribute with a satisfaction rate of 21% and a dissatisfaction rate of 54%. Based on customer
comments, dissatisfaction is derived from fear that someone experiencing mental illness is or will
become physically threatening.

Satisfaction changes

Overall service satisfaction decreased by 15.1 percentage-points in the six months from 2020 Q3 to 2021
Q1. Overall station satisfaction decreased by 5.3 percentage-points.

There has been a substantial increase in customer satisfaction with elevators. Satisfaction increased by
15.9 percentage-points, the most of any attribute on the survey.

Customers are also more satisfied with station staff than they were six months ago. Satisfaction with this
attribute increased by 7.7 percentage-points.

Efforts to encourage riders to wear masks has helped raise customer satisfaction with mask wearing on
trains by 5.3 percentage-points and in stations by 2.0 percentage-points.

Satisfaction with many of the subway attributes declined. Most notably, satisfaction with crime and
harassment on trains decreased by 16.4 percentage-points. Satisfaction with crime and harassment in
stations also decreased but not by as much — it went down by 8.2 percentage-points. Since these are the
first and second most important attributes to customers, we credit much of the decline in overall service
and overall station satisfaction to the decline in satisfaction with crime and harassment.

Customer satisfaction with accident safety also decreased substantially — by 15.9 percentage-points on
trains and by 10.7 percentage-points in stations. Comments reveal that this decline is driven by similar
recent events that caused the decline in satisfaction with crime and harassment. Though these events
may be more directly related to crime, injuries have been widely reported by the media. As a result,
customer satisfaction with accident safety has gone down.

Satisfaction with people experiencing homelessness on trains decreased by 14.5 percentage-points.
There was a smaller decrease for stations, which dropped by 4.7 percentage-points.

Several important COVID-related attributes declined in customer satisfaction: health safety (-11.3
percentage-points on trains and 5.5 percentage-points in stations), cleanliness of trains (-10.3
percentage-points), and social distancing on trains (-7.9 percentage-points).
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Subway satisfaction rates
six-month percentage-point change

(2020 Q3 to 2021 Q1)

Elevators

Station staff

Mask wearing in stations

Mask wearing on trains

Announcements in stations
Communication during delays in stations
Cleanliness of stations

Train arrival information in stations

Train crews

Social distancing in stations

Condition of stations

Waiting time

Planned service change communication in stations
Announcements on trains

Travel time

Hours of operation

Communication during delays on trains
Planned service change communication on trains
Cost of aride

People experiencing homelessness in stations
Crowding in stations

Health safety in stations

Crowding on trains

Unexpected delays

Social distancing on trains

Crime and harassment in stations
Cleanliness of trains

Accident safety in stations

Health safety on trains
People experiencing homelessness on trains
Accident safety on trains
Crime and harassment on trains

Overall service
Overall station

I 150
I -7
I 3
I, 2.0

+0.2
-0.8

I 2.4
I 25
I 2.7
I 2
I 31
I 3.4
I .7
I 5
. 3.0
I 42
I 27
I 5
I 5
I 5
I 7S

I
I :
I 03
I 0
I 3
I 45

B 5o

B 54

B s

I s

Gray shading indicates a statistically insignificant change at the 95% confidence level. Satisfaction with people experiencing
mental illness and panhandling were not asked on the 2020 Q3 survey, so changes are not reported for these attributes.

Rates for two traditional service attributes declined. Satisfaction with unexpected delays decreased by
7.5 percentage-points. Satisfaction with crowding on trains decreased by 5.7 percentage-points.

Line Satisfaction

The @ (42%), © (41%), @ (42%), @ (43%), @ (45%), and (D (42%), are best rated (non-shuttle) lines in
terms of overall service satisfaction. Sample sizes for the three shuttles are low and estimates have large
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margins of error. Though we report satisfaction results for the shuttles, we don’t compare these to
results from other lines.

An analysis of satisfaction by line reveals that higher overall service satisfaction rates on the @ ©@ @ @
@® and @ lines are the result of higher satisfaction rates for the following subway service attributes:

@ - waiting time (52%), travel time (62%), unexpected delays (38%), cleanliness (49%),
crowding (34%), accident safety (51%), and train crews (61%).

© - waiting time (51%), travel time (62%), unexpected delays (37%), cleanliness (47%),
crowding (31%), and train crews (62%).

© - waiting time (52%), travel time (59%), cleanliness (48%), announcements (48%), crime and
harassment (31%), mask wearing (41%), panhandlers (17%), people experiencing
homelessness (14%), and people experiencing mental illness (14%).

O - waiting time (54%), travel time (64%), unexpected delays (38%), cleanliness (49%),
announcements (47%), train crews (62%), planned service change communication (52%),
communication during delays (52%), and people experiencing homelessness (13%).

@ - travel time (60%), unexpected delays (36%), cleanliness (54%), crowding (36%), crime and
harassment (34%), accident safety (50%), health safety (39%), mask wearing (41%), train crews
(61%), panhandlers (18%), people experiencing homelessness (13%), and people experiencing

mental illness (14%).

@ - travel time (59%), unexpected delays (36%), cleanliness (53%), crowding (42%), crime and
harassment (32%), accident safety (50%), health safety (39%), social distancing (34%), mask
wearing (41%), train crews (64%), panhandlers (20%), people experiencing homelessness (14%),
and people experiencing mental illness (15%).

The @ (34%), @ (34%), @ (34%), and @/€@ (34%) are the lowest rated lines in terms of overall service
satisfaction. Lower overall service satisfaction rates on these lines are the result of lower satisfaction
rates for these attributes:

© - travel time (54%), crime and harassment (21%), accident safety (41%), health safety (28%),
social distancing (18%), mask wearing (33%), panhandlers (12%), people experiencing
homelessness (8%), and people experiencing mental illness (8%).

O - travel time (53%), crime and harassment (23%), accident safety (41%), health safety (29%),
social distancing (21%), panhandlers (12%), people experiencing homelessness (8%), and people
experiencing mental illness (9%).

O - waiting time (40%), travel time (53%), unexpected delays (27%), cleanliness (37%),
announcements (35%), crime and harassment (21%), accident safety (42%), health safety (28%),
social distancing (20%), masks wearing (32%), panhandlers (12%), people experiencing
homelessness (8%), and people experiencing mental illness (7%).
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®/0 - travel time (54%), crime and harassment (22%), and accident safety (43%).

Customers who use the following lines report lower levels of satisfaction with panhandling, people
experiencing homelessness, and people experiencing mental illness. Additional social service resources
should be dispatched onboard trains on these lines:

© - people experiencing homelessness (8%).

© - panhandling (12%), people experiencing homelessness (8%), and people experiencing
mental illness (8%).

0 - panhandling (12%) and people experiencing homelessness (8%).

O - panhandling (12%), people experiencing homelessness (8%), and people experiencing
mental illness (7%).

@ - panhandling (12%), people experiencing homelessness (8%), and people experiencing
mental illness (8%).

Customers who use the @ (23%), @ (22%), @ (21%), @ (23%), @ (21%), and @/@ (22%) report low
levels of satisfaction with crime and harassment; these lines could use additional police presence.
Overall service

(satisfaction rate by subway line)

61%

42% 42% 42% 42%

38% 1% o, 309% 34% ® 36% 37% 359, 38% 3 % SSA 8%

34/;

W S42 SFA SRP

34/:
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Waiting time
(satisfaction rate by subway line)

62%

52% 51% 52% 54% 51%
46%

48%
45% 459
° 45% a0% &

47%
44%
D 270 39% o 39% 38% 43% 40% gum 40%

W S42 SFA SRP

43%

Travel time
(satisfaction rate by subway line)

69% 65%

62% 62% 9% o 64% 60% 50%
56% 54% 54% 53% 53% 7% s4% so% 5% 519 52% 54% 54% 539
I IIIIIIIIIIII II II 41%

W S42 SFA SRP

Unexpected delays
(satisfaction rate by subway line)

51%

38% 37% 36% 37%

32% 30% 31% 32% 33% . 31% 30% ,g9 30% 209 >3 30% 31%

II II I izgvl II

W S42 SFA SRP

20%
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Hours of operation
(satisfaction rate by subway line)

65%

60% 59%

59% 60%

53%

56%
55% 55% 54% ° 524 51% a9 51% ° 53% 9% 524, ° 52% 52%

52%

W S42 SFA SRP

Cleanliness of trains
(satisfaction rate by subway line)

54% 53% 55% 55%
45%

49% 48% 48% 48% 46% 49% 47% 459

42% 42% 419 41% 419 44% 44%

III I IIIIIIIII III39%

W S42 SFA SRP

37%

Announcements on trains
(satisfaction rate by subway line)

59%

53%

48% 47%

45%

43% 43%
389 40% 40% 137 42% 5o, 35% 35% 35% a9 3% 3% 38% 3% 39% 3g9 31% 39 7
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Crowding on trains
(satisfaction rate by subway line)

47%

36%

339 35% 36% 35%

34%
0 28% 28% 30% 29% o570, 31% 30%
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42%
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Crime and harassment on trains
(satisfaction rate by subway line)

46%

31% 32% 2_% Jes 2% 34% 32% 31%

28%

0
I 23% i 22% 5195 23% I 1% I 25% 24% 24% i

W S42 SFA SRP

Accident safety on trains
(satisfaction rate by subway line)

60%

sm 52% 504, 50%

3% 46% 46% , 45% 47%

° 45% 2% 45% 45%

46%
42/; 41% 41% 42/:

W S42 SFA SRP

32%

23%

34%
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Health safety on trains
(satisfaction rate by subway line)

54%

39% 369 39% 39%

35% 39% 3% 6% o 33% o, 34% 34% 34%
Ii'30628%Zg%lozs/olii%i'ii"lllll ]
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Social distancing on trains
(satisfaction rate by subway line)

47%

30% 29% 34% 30%

90
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Masks wearing on trains
(satisfaction rate by subway line)

48%
37% 349 339 35% o

43%
8% 399 41% o 41%
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Train crews
(satisfaction rate by subway line)

2% 63% 2% 1% %
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67%

60%

Planned service change communication on trains
(satisfaction rate by subway line)

52%

47%

61%
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Communication during delays on trains
(satisfaction rate by subway line)
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44%
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Panhandling on trains
(satisfaction rate by subway line)

32%
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People experiencing homelessness on trains
(satisfaction rate by subway line)
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16%

15%
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People experiencing mental illness on trains
(satisfaction rate by subway line)
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Cost of aride
(satisfaction rate by subway line)

59%

54%

42%

30% 28% 29% 269 27% 27% 28% so 29% 26% 26% 27% 27% 539 26% 249 25% 27% 30% 5595 30%
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Station satisfaction

In terms of overall station satisfaction, customers are more satisfied with stations in Brooklyn (46%) and
less satisfied with stations in the Bronx (33%). Seven of the top ten rated stations are in Manhattan, two
are in Queens and one is in Brooklyn.

In order to be considered as a top scoring or low scoring station, we must have received at least twenty-
five responses from customers who use the station.

For overall station, Howard Beach-JFK @) (84%), World Trade Center-Cortlandt @) (76%), Marble Hill-225
St @ (76%), 86 St @ (74%), 34 St-Hudson Yards @ (72%), 96 St @ (71%), Cathedral Pkwy (110 St) @@
(71%), Grand Army Plaza @@ (71%), 72 St @ (70%), and Briarwood @@ (70%) are the best rated by
customers. Higher satisfaction rates for these stations is due to higher satisfaction rates for the
following station attributes:

Howard Beach-JFK @) - cleanliness (81%), announcements (72%), crowding (73%), condition
(77%), crime and harassment (68%), accident safety (80%), health safety (75%),

social distancing (77%), station staff (72%), planned service change communication (72%),
communication during delays (63%), people experiencing homelessness (48%), and people
experiencing mental illness (47%).

World Trade Center-Cortlandt @) - cleanliness (88%), announcements (74%), condition (85%),
train arrival information (82%), station staff (74%), planned service change communication
(68%), and elevators (66%).

Marble Hill-225 St @ - announcements (72%), crowding (71%), train arrival information (84%),
crime and harassment (75%), accident safety (78%), health safety (82%), social distancing (80%),
mask wearing (69%), station staff (90%), planned service change communication (82%),
communication during delays (77%), panhandlers (52%), people experiencing homelessness
(52%), and people experiencing mental iliness (52%).
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86 St @ - cleanliness (81%), crowding (68%), condition (83%), train arrival information (78%),
health safety (66%), station staff (69%), and elevators (66%).

34 St-Hudson Yards @ - cleanliness (77%), announcements (74%), condition (79%), train arrival
information (80%), accident safety (68%), and health safety (67%).

96 St @ - cleanliness (80%), crowding (72%), condition (82%), health safety (65%), and elevators
(65%).

Cathedral Pkwy (110 St) @@ - crowding (73%), train arrival information (79%), people
experiencing homelessness (49%), and people experiencing mental iliness (49%).

Grand Army Plaza @@ - crowding (72%), train arrival information (86%), crime and harassment
(67%), accident safety (71%), and social distancing (71%).

72 St @ - cleanliness (79%), condition (78%), and elevators (68%).
Briarwood @@ - accident safety (69%), health safety (66%), and social distancing (80%),

116 St @ (19%), Prospect Av @@ (19%), Flushing Av @@ (18%), Grand St @@ (18%), 170 St @@
(17%), Broadway-Lafayette St @@ Q@@ (17%), 125 St @O0 (17%), Chambers St @@ (16%), Far
Rockaway-Mott Av @) (12%), and Central Park North (110 St) @@ (3%) are the lowest rated for overall
station satisfaction by customers. Low overall ratings are due to lower satisfaction rates for the
following station attributes:

116 St @ - cleanliness (19%), crowding (17%), condition (17%), crime and harassment (13%),
accident safety (23%), social distancing (22%), station staff (30%), and people experiencing
mental illness (5%).

Prospect Av @@ - crowding (15%), crime and harassment (6%), accident safety (11%), health
safety (13%), social distancing (11%), mask wearing (17%), station staff (28%), communication
during delays (22%), panhandlers (<1%), people experiencing homelessness (3%), and people
experiencing mental illness (3%).

Flushing Av @@ - cleanliness (14%), announcements (22%), crime and harassment (14%),
health safety (18%), social distancing (21%), station staff (25%), communication during delays
(20%), and elevators (14%).

Grand St @@ - cleanliness (15%), announcements (16%), condition (13%), train arrival
information (36%), health safety (17%), social distancing (20%), planned service change
communication (23%), and communication during delays (16%).

170 St @@ - train arrival information (25%), and station staff (21%).

Broadway-Lafayette St @@ @@ - health safety (18%), mask wearing (24%), planned service
change communication (25%), people experiencing homelessness (5%), and people experiencing
mental illness (4%).
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125 St @@ O - cleanliness (15%), condition (16%), crime and harassment (15%), social
distancing (19%), panhandlers (6%), people experiencing homelessness (4%), and people
experiencing mental illness (4%).

Chambers St @€ - announcements (17%), condition (13%), train arrival information (35%),
planned service change communication (19%), communication during delays (13%), and
elevators (17%).

Far Rockaway-Mott Av @) - cleanliness (19%), announcements (21%), condition (18%), train
arrival information (23%), social distancing (22%), planned service change communication (26%),
communication during delays (21%), and people experiencing homelessness (4%).

Central Park North (110 St) @@ - cleanliness (10%), announcements (20%), condition (8%),
train arrival information (38%), crime and harassment (12%), accident safety (20%), health
safety (17%), social distancing (20%), mask wearing (10%), station staff (23%), panhandlers (5%),
people experiencing homelessness (1%), and people experiencing mental illness (2%).

Customers at the following stations report lower levels of satisfaction with panhandling, people
experiencing homelessness, and people experiencing mental illness. Additional social service resources
should be dispatched to these stations:

34 St-Penn Station @@ - panhandling (9%).

34 St-Penn Station @@ @ - panhandling (9%).

116 St @ - people experiencing mental iliness (5%).
125 St @@ - panhandling (7%) and people experiencing mental illness (5%).

125 St @@ O - panhandling (6%), people experiencing homelessness (4%), and people
experiencing mental illness (4%).

Broadway Junction @@ @@ - people experiencing mental illness (3%).

Broadway-Lafayette St @@ @@ - people experiencing homelessness (5%) and people
experiencing mental illness (4%).

Central Park North (110 St) @@ - panhandling (5%), people experiencing homelessness (1%),
and people experiencing mental illness (2%).

City Hall @@ - people experiencing homelessness (5%).

Far Rockaway-Mott Av @) - people experiencing homelessness (4%).

Grant Av @) - panhandling (6%) and people experiencing homelessness (5%).

Jamaica-Van Wyck @ - panhandling (4%), people experiencing homelessness (3%), and people
experiencing mental illness (3%).

Kingsbridge Rd @@ - panhandling (9%).
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Pelham Pkwy @ - people experiencing homelessness (2%) and people experiencing mental
illness (3%).

Prospect Av @@ - panhandling (<1%), people experiencing homelessness (3%), and people
experiencing mental illness (3%).

Wakefield-241 St @ - panhandling (2%), people experiencing homelessness (2%), and people
experiencing mental illness (2%).

Satisfaction with crime and harassment in stations is lower in the Bronx (31%) and Manhattan (32%)
than in Brooklyn (38%) and Queens (38%). Customers who use the following stations report low levels of
satisfaction; these stations could use additional police presence: 125 St @@ (16%), Hunts Point Ave @
(16%), Grand Av-Newtown Q@ (16%), Grand St @ (15%), 125 St @@ O (15%), Flushing Av @@
(14%), 116 St @ (13%), Central Park North (110 St) @@ (12%), Baychester Av @ (7%), and Prospect Av
Q0 (6%).

Overall station
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Cleanliness of stations
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Announcements in stations
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Crowding in stations
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Condition of stations
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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m 2021 Q1 Customers Count and COVID Travel Survey

Train arrival information in stations
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Crime and harassment in stations
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Accident safety in stations
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Health safety in stations
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Social distancing in stations
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Mask wearing in stations
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Station staff
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Planned service change communication in stations
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Communication during delays in stations
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Panhandling in stations
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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People experiencing homelessness in stations
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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People experiencing mental iliness in stations
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Elevators
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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2021 Q1 Customers Count and COVID Travel Survey 47
Subway station satisfaction rates
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Station 8 & & & 8 £ 5§ & 2 8§ s & =& &8 &8 & & &
1Av(L) 38% 55% 43% 34% 50% 56% 30% 41% 36% 37% 37% 46% 46% 42% 23% 21% 20% 46%
2 Av (F) 28% 31% 35% 38% 27% 42% 21% 30% 33% 37% 41% 54% 43% 38% 16% 11% 12%
3Av(L) 44% 56% 47% 42% 46% 67% 45% 47% 57% 47% 38% 54% 42% 27% 29% 32% 23%
3 Av-138 St (6) 31% 30% 48% 32% 27% 50% 20% 29% 25% 29% 38% 44% 52% 48% 21% 15% 12%
3 Av-149 St (25) 28% 23% 35% 17% 20% 52% 22% 33% 27% 18% 29% 37% 39% 39% 13% 11% 12% 23%
4 Av-9 St (FGR) 45% 39% 43% 44% 44% 64% 39% 49% 42% 47% 43% 58% 47% 41% 33% 34% 30%
5Av(7) 32% 43% 49% 44% 42% 49% 40% 46% 49% 45% 51% 47% 44% 41%  22% 22% 22%
5 Av/53 St (EM) 35% 43% 32% 28% 32% 38% 30% 40% 39% 36% 40% 44% 30% 26% 19% 18% 18%
5 Av/59 St (NRW) 40% 55% 44% 40% 50% 55% 36% 46% 46% 40% 48% 51% 41% 36% 25% 20% 20%
6 Av (L) 30% 23% 39% 35% 31% 59% 29% 38% 30% 36% 31% 51% 41% 33% 14% 17% 17%
7 Av (BDE) 39% 42% 38% 36% 37% 48% 20% 38% 38% 36% 42% 46% 36% 30% 25% 21% 22%
7 Av (BQ) 60% 52% 40% 50% 47% 63% 51% 66% 54% 52% 56% 58% 47% 36% 35% 29% 29%
7 Av (FG) 57% 63% 42% 55% 51% 62% 55% 68% 66% 62% 61% 55% 44% 32% 46% 42% 42%
8Av (L) 41% 46% 37% 30% 35% 44% 27% 36% 35% 30% 31% 47% 39% 33% 16% 15% 15% 20%
8 Av(N) 54% 46% 41% 37% 45% 57% 36% 46% 30% 45% 47% 42% 47% 49% 26% 30% 27% 45%
8 St-NYU (RW) 42% 38% 32% 43% 43% 44% 33% 47% 43% 47% 43% 51% 33% 25% 28% 21% 24%
9 Av (D) 56% 62% 51% 51% 57% 56% 54% 58% 51% 58% 55% 63% 46% 45% 47% 55% 46%
14 St (123) 47% 46% 47% 43% 41% 68% 33% 46% 49% 43% 40% 57% 52% 45% 19% 15% 14%
14 St (ACE) 31% 45% 32% 30% 45% 47% 23% 40% 35% 32% 33% 45% 36% 32% 13% 11% 11% 24%
14 St (FM) 37% 35% 31% 31% 32% 61% 33% 45% 37% 47% 43% 57% 43% 35% 15% 9% 9%
14 St-Union Sq (456LNQRW) 38% 41% 41% 22% 35% 54% 26% 38% 31% 26% 33% 50% 47% 40% 13% 11% 11% 26%
15 St-Prospect Park (FG) 53% 42% 34% 56% 50% 49% 47% 55% 53% 53% 50% 56% 32% 32% 42% 31% 22%
18 Av (D) 47% 48% 35% 44% 50% 56% 40% 49% 39% 48% 42% 45% 33% 31% 55% 45% 37%
18 Av (F) 44% 57% 41% 24% 39% 59% 37% 45% 38% 37% 34% 53% 55% 39% 25% 16% 19%
18 Av (N) 46% 47% 48% 42% 53% 52% 39% 48% 52% 42% 38% 46% 52% 41% 34% 34% 36%
185t (1) 54% 36% 42% 59% 40% 56% 30% 47% 37% 60% 46% 47% 42% 34% 24% 18% 18%
20 Av (D) 58% 51% 40% 62% 54% 55% 48% 49% 47% 50% 34% 56% 48% 36% 54% 40% 41%
20 Av (N) 22% 40% 32% 43% 19% 44% 24% 29% 17% 37% 33% 37% 17% 14% 36% 28% 22%
215t (G) 47% 53% 70% 49% 45% 70% 39% 51% 28% 39% 47% 80% 66% 63% 28% 20% 15%
21 St-Queensbridge (F) 36% 39% 36% 33% 30% 45% 29% 34% 36% 42% 49% 56% 41% 33% 23% 19% 19% 32%
23St (1) 48% 43% 47% 47% 49% 67% 38% 55% 55% 50% 47% 45% 51% 45% 17% 13% 14%
235t (6) 47% 55% 51% 39% 44% 68% 35% 47% 40% 51% 40% 50% 49% 45% 27% 20% 21% 42%
23 St (CE) 39% 37% 37% 46% 32% 57% 33% 47% 41% 55% 47% 44% 49% 41% 20% 18% 19%
23 St (FM) 39% 55% 47% 38% 50% 52% 34% 45% 43% 38% 45% 54% 46% 42% 21% 20% 20%
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Subway station satisfaction rates
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Station 8 & & & 8§ £ 5§ & 2 8§ s & = &8 & & & &
23 St (RW) 45% 39% 40% 52% 42% 66% 34% 53% 45% 44% 48% 48% 45% 44% 19% 16% 18%
25Av (D) 59% 36% 37% 54% 39% 57% 50% 49% 48% 52% 62% 38% 39% 39% 53% 48% 45%
255t (R) 65% 48% 36% 60% 34% 73% 68% 59% 59% 68% 58% 70% 75% 60% 33% 43% 35%
28 St (1) 37% 46% 55% 41% 43% 71% 28% 43% 40% 40% 36% 49% 52% 50% 25% 13% 15%
28 St (6) 39% 46% 41% 31% 37% 60% 25% 40% 35% 32% 36% 49% 48% 42% 17% 8% 12% 32%
28 St (RW) 42% 49% 35% 40% 40% 47% 35% 37% 42% 38% 38% 38% 26% 14% 27% 13% 16%
30 Av (NW) 65% 83% 62% 55% 76% 64% 66% 66% 61% 58% 63% 59% 52% 40% 44% 44% 43%
335t (6) 44% 50% 44% 40% 43% 57% 35% 42% 42% 44% 50% 44% 41% 35% 15% 16% 13%
33 St-Rawson St (7) 45% 49% 49% 44% 43% 69% 45% 50% 40% 40% 42% 53% 44% 39% 32% 39% 39%
34 St-Herald Sq (BDFMNQRW) 25% 27% 31% 23% 25% 45% 21% 34% 30% 31% 36% 44% 38% 33% 12% 8% 8% 21%
34 St-Hudson Yards (7) 72% 77% 74% 68% 79% 80% 52% 68% 67% 65% 51% 66% 55% 50% 43% 35% 34% 49%
34 St-Penn Station (123) 28% 30% 44% 27% 25% 58% 22% 39% 28% 30% 35% 48% 43% 37% 9% 6% 6% 30%
34 St-Penn Station (ACE) 24% 27% 40% 27% 25% 48% 25% 43% 30% 29% 33% 43% 40% 36% 9% 7% 6% 23%
36 St (DNR) 49% 39% 38% 31% 36% 54% 32% 47% 39% 35% 38% 59% 49% 41% 31% 26% 26%
36 Av (NW) 60% 60% 57% 54% 64% 47% 46% 46% 51% 58% 58% 61% 48% 41% 43% 36% 38%
36 St (MR) 46% 40% 27% 54% 50% 38% 48% 47% 53% 40% 40% 32% 26% 28% 29% 31% 23%
39 Av (NW) 30% 30% 68% 53% 56% 52% 56% 53% 53% 53% 53% 64% 49% 49% 60% 35% 35%
40 St-Lowery St (7) 46% 39% 48% 47% 38% 56% 45% 49% 44% 52% 53% 55% 50% 35% 39% 33% 34%
42 St-Bryant Pk (BDFM) 35% 41% 35% 26% 32% 45% 26% 36% 33% 33% 34% 40% 40% 32% 15% 13% 13%
42 St-Port Authority Bus Terminal (ACE) 33% 36% 41% 28% 32% 51% 25% 36% 31% 30% 34% 46% 42% 37% 13% 11% 9% 23%
45 St (R) 28% 31% 35% 34% 21% 56% 25% 28% 33% 35% 44% 43% 35% 32% 25% 25% 25%
46 St (MR) 35% 38% 31% 38% 40% 56% 29% 46% 30% 43% 34% 41% 39% 33% 24% 19% 17%
46 St-Bliss St (7) 45% 54% 51% 45% 39% 55% 45% 47% 46% 40% 42% 50% 50% 37% 31% 26% 23%
47-50 Sts-Rockefeller Ctr (DBFM) 43% 46% 42% 34% 39% 52% 34% 46% 39% 36% 38% 49% 46% 39% 19% 14% 17% 33%
49 St (NRW) 31% 40% 47% 38% 46% 57% 40% 55% 47% 46% 38% 52% 45% 39% 23% 11% 10% 43%
50 St (1) 44% 40% 39% 44% 40% 58% 32% 44% 32% 48% 39% 46% 38% 41% 21% 16% 17%
50 St (CE) 41% 42% 42% 50% 45% 44% 29% 39% 39% 51% 40% 42% 40% 31% 16% 12% 15% 18%
50 St (D) 48% 12% 20% 34% 20% 53% 27% 27% 34% 24% 46% 41% 45% 41% 41% 38% 38%
51 St (6) 32% 43% 42% 28% 37% 49% 26% 42% 40% 27% 43% 48% 48% 40% 24% 19% 19% 19%
52 5t (7) 45% 44% 59% 62% 33% 75% 63% 57% 65% 60% 70% 64% 65% 62% 47% 47% 47%
53 St (R) 43% 56% 50% 45% 63% 54% 21% 31% 44% 24% 32% 53% 32% 32% 18% 19% 19%
55 St (D) 57% 29% 57% 57% 29% 88% 78% 78% 29% 69% 29% 57% 79% 57% 50% 61% 78%
57 St (F) 57% 65% 52% 56% 64% 69% 29% 43% 43% 57% 54% 57% 48% 46% 23% 12% 12%
57 St-7 Av (NQRW) 39% 51% 38% 40% 34% 60% 33% 46% 37% 40% 41% 50% 39% 37% 20% 14% 15%
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Subway station satisfaction rates
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59 St (456) 33% 37% 39% 22% 28% 56% 29% 35% 30% 24% 38% 40% 39% 35% 16% 14% 12%
59 St-Columbus Circle (1ABCD) 44% 56% 42% 29% 47% 58% 32% 41% 38% 36% 39% 52% 45% 39% 18% 16% 14% 44%
59 St (NR) 51% 63% 46% 54% 54% 51% 32% 42% 44% 50% 55% 52% 44% 39% 32% 26% 22% 62%
61 St-Woodside (7) 44% 40% 52% 33% 33% 66% 46% 52% 51% 40% 46% 54% 49% 44% 33% 29% 29% 36%
62 St (D) 20% 20% 0% 34% 20% 20% 0% 20% 20% 54% 20% 0% 20% 20% 54% 54% 54% 27%
63 Dr-Rego Park (MR) 54% 45% 42% 54% 52% 51% 50% 56% 54% 54% 56% 54% 39% 34% 31% 28% 39%
65 St (MR) 76% 59% 74% 74% 66% 73% 70% 78% 53% 69% 67% 79% 73% 73% 67% 24% 24%
66 St-Lincoln Center (1) 53% 70% 55% 37% 58% 72% 49% 53% 48% 44% 44% 49% 48% 43% 30% 27% 27% 35%
67 Av (MR) 42% 40% 33% 55% 46% 48% 36% 50% 46% 53% 46% 47% 40% 35% 40% 33% 26%
68 St-Hunter College (6) 36% 42% 44% 37% 39% 61% 40% 51% 43% 38% 46% 52% 46% 40% 30% 23% 22%
69 St (7) 34% 22% 37% 44% 18% 43% 45% 49% 37% 29% 49% 42% 25% 25% 26% 18% 26%
715t (D) 42% 42% 40% 23% 41% 46% 36% 36% 34% 23% 25% 37% 28% 31% 23% 27% 27%
72 St (123) 49% 52% 48% 37% 44% 69% 44% 50% 41% 39% 46% 53% 52% 45% 21% 15% 13% 37%
72 St (BC) 54% 70% 44% 60% 69% 62% 46% 56% 52% 56% 53% 54% 46% 37% 26% 21% 21%
72st(Q) 70% 79% 58% 53% 78% 71% 57% 61% 55% 55% 57% 55% 49% 42% 38% 33% 31% 68%
74 St-Broadway (7) 31% 34% 40% 16% 29% 52% 30% 39% 32% 20% 43% 46% 44% 41% 11% 11% 12% 22%
75 Av (EF) 38% 44% 31% 49% 30% 58% 33% 51% 42% 67% 56% 48% 42% 31% 26% 17% 19%
75 St-Elderts Ln (JZ) 41% 33% 60% 23% 0% 41% 31% 38% 33% 27% 22% 32% 20% 12% 20% 28% 7%
77 St (6) 32% 43% 41% 30% 36% 61% 29% 38% 35% 33% 41% 40% 38% 36% 15% 16% 14%
77 St (R) 51% 56% 37% 56% 43% 56% 44% 53% 47% 60% 53% 53% 40% 38% 40% 32% 36%
79 St (1) 53% 56% 55% 61% 54% 68% 42% 59% 57% 61% 61% 52% 43% 39% 32% 25% 24%
79 St (D) 46% 58% 39% 49% 51% 67% 50% 56% 53% 55% 65% 62% 43% 30% 38% 44% 41%
80 St (A) 68% 56% 62% 62% 35% 59% 14% 14% 41% 60% 20% 32% 42% 28% 24% 42% 37%
81 St-Museum of Natural History (BC) 61% 74% 40% 53% 66% 66% 53% 65% 52% 63% 57% 61% 50% 48% 38% 37% 35%
82 St-Jackson Hts (7) 26% 19% 38% 19% 12% 50% 22% 25% 32% 35% 39% 43% 37% 32% 26% 26% 25%
85 St-Forest Pkwy (J) 34% 36% 13% 31% 26% 47% 4% 21% 33% 46% 36% 41% 23% 17% 20% 20% 15%
865t (1) 54% 56% 56% 53% 53% 71% 46% 58% 53% 51% 54% 55% 50% 52% 28% 22% 22%
86 St (456) 43% 39% 42% 30% 37% 66% 39% 49% 41% 37% 43% 50% 49% 44% 17% 13% 12% 32%
86 St (BC) 63% 76% 61% 58% 74% 65% 55% 68% 60% 53% 52% 47% 48% 41% 42% 46% 39%
86 St (Q) 74% 81% 65% 68% 83% 78% 62% 67% 66% 67% 59% 69% 55% 52% 43% 37% 38% 66%
86 St (N) 36% 52% 52% 47% 47% 52% 34% 40% 40% 40% 39% 63% 45% 35% 28% 28% 22%
86 St (R) 55% 53% 39% 48% 48% 58% 44% 53% 48% 49% 49% 51% 46% 36% 32% 27% 23% 46%
88 St (A) 51% 57% 49% 38% 55% 57% 45% 43% 38% 39% 50% 48% 45% 42% 45% 37% 37%
90 St-Elmhurst Av (7) 42% 42% 48% 28% 29% 59% 29% 39% 41% 34% 44% 42% 48% 44% 31% 22% 26%
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96 St (123) 48% 51% 56% 39% 49% 71% 39% 54% 51% 44% 46% 57% 57% 50% 20% 16% 17% 54%
96 St (6) 44% 44% 43% 33% 38% 57% 36% 48% 41% 39% 44% 45% 44% 37% 28% 27% 25%
96 St (BC) A44% 37% 45% 48% 38% 57% 25% 41% 32% 48% 47% 46% 39% 29% 23% 16% 15%
96 St (Q) 71% 80% 67% 72% 82% 75% 55% 65% 65% 66% 62% 64% 62% 56% 38% 34% 32% 65%
103 St (1) 57% 54% 52% 55% 53% 72% 45% 59% 55% 59% 52% 46% 57% 50% 27% 26% 26%
103 St (6) 25% 28% 32% 14% 29% 49% 19% 30% 21% 24% 17% 26% 25% 23% 9% 14% 11%
103 St (BC) 63% 60% 64% 72% 59% 79% 54% 73% 62% 75% 58% 68% 70% 64% 48% 29% 29%
103 St-Corona Plaza (7) 31% 32% 53% 11% 16% 52% 28% 27% 28% 28% 54% 41% 60% 51% 21% 23% 17%
104 St (A) 23% 54% 23% 24% 23% 32% 23% 54% 23% 16% 23% 54% 23% 23% 16% 8% 8%
104 St (J2) 44% 62% 15% 40% 63% 29% 52% 52% 48% 52% 33% 59% 39% 18% 26% 26% 26%
110 St (6) 25% 29% 48% 32% 25% 73% 24% 31% 29% 34% 41% 45% 51% 42% 13% 9% 8%
1115t (7) 33% 23% 48% 19% 25% 53% 29% 25% 22% 32% 30% 54% 51% 51% 16% 12% 19%
111 St (A) 54% 60% 36% 46% 41% 52% 22% 24% 46% 46% 46% 46% 41% 44% 28% 30% 19%
111St () 78% 93% 76% 100% 100% 93% 78% 78% 70% 92% 50% 78% 76% 61% 45% 85% 78%
116 St (23) 31% 21% 34% 38% 26% 60% 18% 38% 39% 36% 30% 40% 40% 40% 11% 8% 8%
116 St (6) 19% 19% 30% 17% 17% 42% 13% 23% 22% 22% 27% 30% 33% 30% 10% 6% 5%
116 St (BC) 27% 39% 32% 39% 21% 47% 27% 37% 30% 39% 41% 35% 31% 25% 23% 19% 18%
116 St-Columbia University (1) 53% 61% 54% 52% 53% 66% 57% 58% 51% 56% 56% 56% 61% 53% 35% 28% 30%
121 St (J2) 37% 45% 32% 36% 50% 54% 32% 50% 43% 50% 40% 32% 40% 40% 24% 26% 26%
1255t (1) 28% 32% 38% 40% 23% 57% 30% 32% 35% 31% 31% 41% 36% 27% 20% 20% 18%
125 St (23) 27% 16% 38% 25% 25% 53% 16% 33% 23% 26% 30% 38% 41% 37% 7% 6% 5%
125 St (456) 17% 15% 35% 20% 16% 57% 15% 31% 26% 19% 26% 41% 45% 43% 6% 4% 4%  21%
125 St (ABCD) 27% 29% 31% 23% 24% 42% 23% 34% 30% 36% 32% 41% 40% 34% 15% 10% 10% 16%
135St (23) 32% 24% 39% 22% 25% 57% 26% 34% 25% 26% 34% 38% 43% 39% 19% 10% 11% 20%
135 St (BC) 42% 45% 25% 51% 25% 43% 34% 36% 37% 55% 42% 37% 33% 28% 42% 34% 36%
137 St-City College (1) 33% 36% 42% 46% 25% 62% 42% 52% 45% 41% 33% 53% 56% 46% 30% 26% 23%
138 St-Grand Concourse (45) 46% 40% 56% 35% 36% 52% 21% 41% 45% 45% 35% 67% 61% 65% 29% 20% 20%
145 St (1) 42% 40% 58% 38% 36% 60% 44% 55% 37% 36% 41% 51% 55% 48% 27% 14% 18%
145 St (3) 53% 65% 57% 59% 65% 62% 48% 53% 55% 52% 58% 43% 50% 52% 23% 18% 18%
145 St (ABCD) 48% 41% 42% 42% 43% 54% 37% 46% 42% 48% 35% 47% 40% 35% 23% 21% 17%
149 St-Grand Concourse (245) 27% 23% 37% 17% 23% 55% 20% 32% 30% 26% 25% 42% 44% 41% 13% 14% 13%
155 St (BD) 54% 43% 43% 42% 34% 44% 39% 45% 57% 57% 54% 51% 41% 32% 40% 40% 40%
155 St (C) 53% 50% 27% 54% 29% 36% 33% 63% 46% 71% 56% 61% 41% 38% 39% 36% 32%
157 St (1) 36% 36% 44% 48% 32% 55% 41% 54% 43% 42% 41% 49% 48% 42% 22% 21% 20%
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161 St-Yankee Stadium (4BD) 37% 41% 39% 30% 38% 52% 32% 39% 41% 37% 48% 54% 46% 43% 21% 18% 17% 24%
163 St-Amsterdam Av (C) 64% 55% 57% 52% 72% 47% 49% 62% 54% 58% 35% 58% 66% 49% 49% 35% 41%
167 St (4) 57% 50% 54% 41% 48% 65% 41% 48% 52% 46% 55% 56% 52% 50% 24% 21% 21%
167 St (BD) 64% 73% 52% 57% 65% 57% 45% 62% 51% 53% 32% 64% 66% 43% 32% 37% 32%
168 St-Washington Hts (1AC) 31% 35% 38% 25% 26% 49% 23% 39% 25% 29% 26% 42% 43% 37% 16% 8% 9%  42%
169 St (F) 51% 34% 41% 54% 45% 62% 43% 54% 51% 56% 60% 62% 59% 47% 34% 24% 28%
170 St (4) 35% 52% 47% 29% 45% 61% 43% 43% 46% 36% 53% 47% 49% 39% 15% 19% 22%
170 St (BD) 17% 31% 33% 18% 19% 25% 22% 20% 27% 30% 38% 21% 34% 23% 15% 17% 15%
174 St (25) 33% 39% 40% 29% 33% 49% 20% 28% 26% 38% 30% 39% 42% 44% 24% 20% 14%
174-175 Sts (BD) 48% 61% 45% 61% 62% 57% 32% 49% 44% 54% 44% 47% 45% 35% 20% 18% 16%
175 St (A) 44% 53% 47% 40% 32% 47% 35% 48% 35% 40% 32% 48% 41% 33% 23% 24% 22% 16%
176 St (4) 37% 55% 51% 29% 37% 38% 45% 51% 43% 23% 37% 47% 43% 43% 24% 9% 9%
181 St (1) - closed until Dec 2021 2% 37% 5% 5% 49% 49% 5% 42% 37% 37% 5% 29% 5% 5% 5% 5% 5%
181 St (A) 29% 27% 24% 42% 27% 46% 25% 41% 35% 49% 36% 45% 34% 25% 20% 10% 12% 74%
182-183 Sts (BD) 35% 31% 28% 32% 19% 50% 23% 42% 29% 37% 31% 38% 38% 32% 26% 18% 20%
183 St (4) 28% 23% 43% 25% 26% 58% 18% 33% 36% 49% 31% 52% 43% 26% 29% 20% 26%
190 St (A) 55% 41% 52% 53% 36% 63% 44% 52% 45% 51% 45% 65% 52% 40% 37% 26% 26%
191 St (1) 39% 45% 51% 44% 36% 74% 29% 46% 38% 40% 41% 53% 42% 37% 19% 18% 17% 65%
207 St (1) 36% 50% 42% 35% 41% 60% 27% 37% 42% 40% 38% 59% 50% 37% 30% 23% 27%
2155t (1) 61% 72% 39% 75% 51% 75% 43% 43% 58% 54% 40% 50% 48% 42% 21% 15% 18%
219 St (25) 49% 32% 42% 60% 72% 63% 58% 49% 68% 68% 49% 51% 32% 32% 49% 37% 49%
225 St (25) 50% 55% 58% 45% 49% 59% 37% 42% 44% 42% 51% 45% 43% 49% 30% 23% 17%
2315t (1) 52% 55% 50% 50% 56% 72% 48% 50% 46% 43% 48% 54% 42% 34% 33% 29% 25% 36%
233 St (25) 32% 32% 37% 31% 36% 44% 32% 33% 24% 40% 40% 49% 32% 27% 18% 8% 8% 31%
238 St (1) 66% 70% 66% 69% 60% 72% 60% 63% 65% 68% 61% 60% 63% 60% 56% 50% 51%
Alabama Av (J2) 17% 35% 19% 46% 52% 54% 25% 36% 30% 46% 19% 37% 19% 25% 11% 12% 17%
Allerton Av (25) 35% 45% 36% 44% 31% 53% 31% 36% 38% 39% 40% 34% 42% 40% 22% 23% 23%
Aqueduct Racetrack (A) 43% 77% 67% 81% 43% 67% 67% 67% 43% 58% 43% 64% 85% 62% 21% 21% 21% 100%
Aqueduct-North Conduit Av (A) 54% 87% 21% 54% 54% 21% 54% 54% 54% 54% 54% 46% 21% 21% 54% 54% 54%
Astor PI (6) 59% 47% 39% 56% 46% 58% 42% 51% 49% 58% 53% 43% 39% 36% 39% 30% 37%
Astoria Blvd (NW) 69% 82% 68% 61% 72% 74% 69% 68% 62% 68% 68% 66% 63% 65% 49% 48% 44% 79%
Astoria-Ditmars Blvd (NW) 62% 74% 63% 56% 63% 64% 66% 66% 61% 64% 60% 68% 63% 58% 39% 35% 34%
Atlantic Av (L) 44% 38% 38% 48% 40% 60% 31% 39% 28% 41% 29% 51% 57% 43% 21% 25% 21%
Atlantic Av-Barclays Ctr (2345BQDNR) A41% 47% 43% 33% 43% 57% 36% 45% 40% 38% 41% 45% 46% 41% 21% 17% 16% 38%
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Avenue H (Q) 72% 72% 63% 65% 79% 80% 61% 65% 69% 76% 72% 60% 61% 46% 42% 42% 42%
Avenue | (F) 62% 78% 60% 41% 58% 64% 57% 66% 63% 60% 73% 49% 58% 51% 48% 48% 48%
Avenue J (Q) 50% 69% 43% 52% 58% 45% 45% 44% 44% 54% 38% 52% 38% 36% 38% 32% 35%
Avenue M (Q) 47% 43% 46% 52% 61% 60% 50% 53% 52% 48% 39% 46% 42% 45% 42% 45% 40%
Avenue N (F) 65% 56% 46% 58% 58% 57% 58% 50% 58% 65% 52% 68% 38% 32% 41% 38% 38%
Avenue P (F) 67% 59% 44% 68% 67% 59% 67% 67% 59% 85% 71% 89% 60% 44% 30% 30% 45%
Avenue U (F) 72% 72% 58% 69% 58% 73% 40% 86% 72% 28% 45% 69% 56% 56% 24% 24% 14%
Avenue U (N) 46% 50% 42% 48% 44% 56% 24% 41% 43% 57% 58% 31% 41% 24% 42% 40% 40%
Avenue U (Q) 52% 44% 35% 47% 49% 70% 54% 48% 48% 54% 53% 40% 42% 35% 44% 36% 36%
Avenue X (F) 56% 59% 31% 62% 54% 51% 35% 35% 34% 45% 35% 58% 45% 30% 43% 33% 40%
Bay 50 St (D) 37% 26% 32% 47% 25% 56% 38% 37% 38% 47% 47% 45% 45% 35% 18% 17% 17%
Bay Pkwy (D) 39% 43% 37% 33% 41% 47% 35% 39% 37% 40% 34% 37% 39% 27% 27% 27% 25% 50%
Bay Pkwy (F) 31% 25% 60% 53% 31% 83% 25% 18% 18% 83% 77% 42% 19% 19% 35% 37% 31%
Bay Pkwy (N) 43% 42% 33% 39% 49% 64% 42% 47% 42% 46% 44% 45% 38% 32% 30% 17% 20%
Bay Ridge Av (R) 67% 71% 74% 65% 78% 69% 52% 59% 60% 70% 58% 72% 61% 50% 50% 39% 30%
Bay Ridge-95 St (R) 45% 57% 52% 68% 55% 61% 38% 51% 49% 67% 51% 63% 51% 47% 23% 17% 17%
Baychester Av (5) 40% 30% 27% 27% 27% 46% 7% 22% 18% 27% 30% 25% 42% 34% 19% 10% 10%
Beach 105 St (AS) 10% 21% 10% 32% 21% 10% 11% 46% 32% 21% 21% 21% 20% 10% 11% 11% 11%
Beach 25 St (A) 50% 60% 53% 57% 41% 33% 38% 38% 41% 60% 43% 60% 50% 41% 30% 18% 18%
Beach 36 St (A) 57% 91% 69% 100% 61% 43% 60% 60% 60% 87% 60% 73% 30% 30% 75% 57% 57%
Beach 44 St (A) 36% 28% 22% 48% 28% 28% 28% 39% 39% 48% 45% 22% 32% 22% 45% 34% 34%
Beach 60 St (A) 39% 47% 48% 38% 41% 55% 44% 48% 35% 44% 32% 53% 57% 36% 37% 24% 18%
Beach 67 St (A) 51% 58% 54% 51% 51% 46% 39% 50% 32% 47% 33% 50% 58% 43% 34% 34% 34%
Beach 90 St (AS) 48% 56% 53% 62% 45% 50% 44% 54% 48% 49% 53% 50% 53% 44% 44% 42% 37%
Beach 98 St (AS) 100% 63% 0% 100% 63% 100% 100% 100% 100% 100% 100% 100% 100% 37% 100% 100% 100%
Bedford Av (L) 60% 69% 59% 37% 65% 64% 50% 54% 46% 33% 40% 59% 52% 45% 28% 31% 24% 66%
Bedford Pk Blvd (BD) 65% 69% 54% 57% 63% 64% 33% 51% 53% 61% 48% 51% 55% 51% 52% 51% 49% 53%
Bedford Pk Blvd-Lehman College (4) 39% 27% 68% 23% 33% 68% 29% 23% 35% 37% 40% 45% 55% 59% 21% 10% 10%
Bedford-Nostrand Avs (G) 39% 42% 49% 49% 41% 51% 35% 57% 44% 53% 40% 59% 45% 31% 33% 29% 25%
Bergen St (23) 63% 71% 56% 63% 53% 69% 48% 63% 65% 61% 64% 55% 55% 51% 51% 48% 43%
Bergen St (FG) 59% 59% 40% 42% 45% 54% 47% 56% 56% 51% 40% 57% 39% 35% 31% 31% 28%
Beverley Rd (Q) 56% 60% 40% 57% 47% 70% 65% 65% 66% 65% 62% 48% 45% 40% 45% 39% 39%
Beverly Rd (25) 59% 45% 50% 69% 48% 64% 58% 64% 59% 69% 61% 57% 51% 51% 60% 49% 49%
Bleecker St (6) 48% 54% 58% 44% 59% 66% 44% 56% 51% 60% 46% 61% 59% 55% 26% 16% 13% 40%
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Borough Hall (2345) 40% 42% 45% 43% 35% 66% 29% 45% 45% 42% 44% 48% 48% 40% 20% 13% 13% 23%
Botanic Garden (S) 100% 0% 100% 100% 0% 100% 100% 100% 100% 100% 100% 100% 0% 100% 0% 100% 100%
Bowery (J2) 52% 52% 52% 52% 52% 52% 52% 11% 52% 59% 11% 52% 52% 52% 52% 52% 52%
Bowling Green (45) 62% 68% 69% 49% 66% 71% 47% 61% 48% 53% 51% 67% 60% 57% 31% 25% 25% 46%
Briarwood (EF) 70% 57% 49% 66% 52% 64% 61% 69% 66% 80% 60% 69% 64% 46% 40% 35% 32%
Brighton Beach (BQ) 40% 49% 38% 51% 41% 49% 33% 44% 42% 38% 38% 48% 41% 39% 25% 17% 17%
Broad Channel (AS) 51% 66% 66% 66% 66% 66% 51% 51% 77% 77% 66% 61% 51% 51% 51% 51% 51%
Broad St (JZ) 36% 40% 37% 41% 38% 61% 28% 44% 48% 47% 36% 53% 49% 43% 11% 7% 9%
Broadway (G) 45% 34% 45% 20% 20% 64% 29% 40% 31% 35% 30% 80% 65% 35% 29% 21% 40%
Broadway (NW) 66% 79% 57% 50% 71% 63% 56% 61% 58% 55% 49% 51% 51% 41% 46% 47% 43%
Broadway Junction (ACJZL) 30% 26% 29% 16% 19% 47% 21% 30% 24% 24% 24% 39% 26% 27% 10% 9% 3%
Broadway-Lafayette St (BDFM) 17% 22% 22% 20% 22% 41% 20% 32% 18% 27% 24% 36% 25% 26% 9% 5% 4%  29%
Bronx Park East (25) 36% 61% 43% 32% 42% 46% 42% 49% 52% 52% 45% 57% 29% 39% 46% 46% 46%
Brook Av (6) 43% 28% 47% 44% 25% 73% 25% 39% 39% 36% 64% 45% 64% 64% 25% 28% 21%
Brooklyn Bridge-City Hall (456) 41% 45% 45% 38% 38% 60% 29% 40% 38% 46% 45% 51% 46% 42% 22% 15% 15% 36%
Buhre Av (6) 51% 61% 44% 48% 36% 56% 31% 45% 32% 43% 53% 62% 49% 52% 29% 25% 25%
Burke Av (25) 33% 38% 51% 25% 46% 59% 32% 52% 38% 38% 48% 58% 46% 46% 8% 8% 0%
Burnside Av (4) 24% 37% 52% 36% 41% 71% 28% 30% 37% 34% 31% 46% 53% 41% 12% 15% 9%
Bushwick Av-Aberdeen St (L) 52% 38% 52% 26% 25% 39% 44% 29% 29% 41% 14% 82% 39% 39% 40% 25% 25%
Canal St (1) 50% 41% 44% 43% 43% 66% 36% 45% 42% 53% 57% 47% 44% 42% 33% 24% 30%
Canal St (6JZNQRW) 24% 19% 26% 19% 19% 43% 27% 37% 29% 27% 40% 36% 34% 26% 23% 19% 20% 14%
Canal St (ACE) 47% 46% 29% A45% 40% 42% 33% 48% 47% 48% 44% 50% 39% 32% 26% 20% 22%
Canarsie-Rockaway Pkwy (L) 62% 56% 57% 34% 59% 63% 43% 50% 42% 44% 46% 53% 58% 51% 32% 28% 31%
Carroll St (FG) 53% 60% 36% 50% 51% 48% 48% 56% 52% 54% 50% 50% 40% 28% 31% 31% 32%
Castle Hill Av (6) 55% 49% 47% 34% 35% 54% 41% 44% 47% 34% 44% 54% 47% 34% 38% 21% 21%
Cathedral Pkwy (110 St) (1) 59% 71% 51% 63% 65% 74% 53% 65% 55% 67% 55% 58% 55% 49% 41% 33% 30%
Cathedral Pkwy (110 St) (BC) 71% 73% 56% 73% 73% 57% 56% 56% 61% 56% 46% 56% 52% 47% 47% 49% 49%
Central Av (M) 56% 47% 45% 59% 47% 77% 47% 61% 56% 68% 66% 78% 56% 56% 41% 47% 47%
Central Park North (110 St) (23) 3% 10% 20% 20% 8% 38% 12% 20% 17% 20% 10% 23% 31% 23% 5% 1% 1%
Chambers St (123) 45% 45% 42% 39% 40% 55% 33% 46% 36% 41% 42% 45% 45% 40% 24% 20% 19% 41%
Chambers St (AC) 29% 32% 30% 28% 29% 45% 20% 28% 28% 27% 28% 45% 34% 27% 13% 7% 8%
Chambers St (J2) 16% 21% 17% 22% 13% 35% 16% 28% 20% 30% 29% 31% 19% 13% 11% 11% 11% 17%
Chauncey St (J2) 79% 58% 42% 42% 52% 79% 43% 69% 40% 35% 50% 66% 51% 35% 26% 32% 26%
Christopher St-Sheridan Sq (1) 55% 44% 47% 61% 55% 59% 51% 58% 55% 45% 50% 52% 57% 41% 27% 20% 20%
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Church Av (25) 28% 34% 35% 27% 31% 55% 30% 30% 30% 34% 32% 53% 37% 36% 21% 13% 10% 16%
Church Av (BQ) 39% 33% 37% 39% 31% 60% 44% 56% 56% 53% 56% 47% 47% 39% 34% 27% 25%
Church Av (FG) 60% 57% 59% 67% 48% 62% 48% 63% 55% 62% 61% 64% 64% 53% 48% 29% 28% 35%
City Hall (RW) 38% 39% 38% 36% 29% 43% 24% 37% 33% 38% 41% 46% 43% 41% 18% 5% 5%
Clark St (23) 43% 39% 43% 64% 31% 68% 41% 66% 58% 67% 65% 73% 50% 42% 33% 18% 17% 13%
Classon Av (G) 33% 36% 16% 23% 31% 43% 21% 20% 18% 25% 32% 31% 32% 13% 11% 27% 30%
Cleveland St (J) 19% 19% 0% 0% 0% 19% 0% 0% 19% 19% 0% 0% 0% 0% 19% 19% 19%
Clinton-Washington Avs (C) 36% 34% 36% 44% 37% 48% 34% 35% 39% 48% 41% 44% 33% 29% 28% 21% 22%
Clinton-Washington Avs (G) 66% 47% 50% 63% 42% 60% 41% 50% 47% 60% 58% 58% 51% 47% 46% 37% 31%
Coney Island-Stillwell Av (DFNQ) 51% 51% 43% 52% 51% 53% 36% 54% 51% 66% 66% 52% 45% 41% 30% 26% 26% 16%
Cortelyou Rd (Q) 48% 57% 49% 53% 41% 72% 58% 60% 52% 50% 58% 56% 48% 42% 39% 35% 33%
Cortlandt St (RW) 50% 57% 43% 45% 51% 68% 35% 42% 35% 46% 30% 48% 48% 38% 18% 19% 19% 28%
Court Sq (7G) 62% 72% 63% 39% 58% 68% 52% 64% 61% 44% 43% 63% 64% 57% 44% 35% 35% 26%
Court Sg-23 St (EM) 46% 63% 41% 45% 53% 52% 41% 49% 40% 53% 50% 38% 45% 33% 35% 31% 31% 19%
Court St (R) 37% 34% 41% 60% 43% 61% 35% 53% 49% 58% 35% 62% 54% 43% 30% 22% 22% 26%
Crescent St (J2) 33% 62% 51% 27% 40% 74% 33% 56% 44% 33% 46% 46% 52% 46% 33% 33% 33%
Crown Hts-Utica Av (34) 44% 46% 49% 36% 41% 63% 34% 46% 45% 44% 40% 56% 46% 40% 28% 19% 23% 31%
Cypress Av (6) 14% 14% 45% 28% 14% 36% 14% 34% 29% 42% 29% 38% 35% 40% 18% 20% 16%
Cypress Hills (J) 44% 44% 22% 22% 22% 57% 22% 22% 22% 22% 22% 44% 22% 22% 0% 22% 0%
DeKalb Av (BQR) 43% 44% 34% 45% 33% 54% 41% 49% 45% 44% 46% 49% 41% 32% 24% 19% 14% 33%
DeKalb Av (L) 56% 56% 51% 42% 52% 55% 38% 49% 45% 48% 38% 38% 51% 46% 32% 25% 25%
Delancey St-Essex St (FIZM) 29% 25% 38% 28% 33% 55% 27% 40% 31% 36% 32% 48% 43% 36% 17% 15% 17%
Ditmas Av (F) 63% 42% 57% 43% 45% 67% 55% 46% 46% 53% 41% 87% 53% 55% 37% 35% 37%
Dyckman St (1) 39% 52% 45% 39% 43% 58% 54% 47% 30% 36% 49% 31% 46% 37% 31% 29% 16% 37%
Dyckman St (A) 59% 63% 50% 48% 30% 62% 52% 46% 46% 48% 46% 62% 46% 41% 24% 12% 15%
E 143 St-St Mary's St (6) 56% 0% 0% 56% 0% 44% 56% 56% 56% 100% 56% 0% 0% 56% 56% 56% 56%
E 149 St (6) 59% 54% 53% 48% 40% 59% 33% 35% 37% 51% 63% 66% 31% 29% 29% 22% 17%
E 180 St (25) 50% 57% 59% 36% 51% 61% 35% 39% 26% 31% 17% 37% 58% 59% 34% 25% 25% 36%
East 105 St (L) 59% 51% 58% 50% 43% 68% 52% 44% 51% 43% 44% 58% 51% 36% 36% 36% 29%
East Broadway (F) 21% 31% 19% 35% 28% 41% 22% 38% 40% 42% 40% 42% 20% 20% 16% 11% 11%
Eastchester-Dyre Av (5) 35% 58% 48% 44% 35% 63% 25% 50% 38% 48% 46% 37% 45% 45% 20% 16% 14%
Eastern Pkwy-Brooklyn Museum (23) 69% 91% 76% 73% 88% 76% 69% 73% 59% 68% 75% 75% 60% 59% 58% 42% 46% 88%
Elder Av (6) 51% 40% 57% 31% 38% 78% 23% 26% 31% 41% 43% 34% 53% 45% 37% 30% 30%
Elmhurst Av (MR) 29% 23% 27% 34% 16% 48% 21% 43% 23% 42% 46% 41% 38% 34% 20% 9% 11%
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Euclid Av (AC) 31% 36% 37% 21% 30% 56% 18% 36% 27% 35% 31% 49% 35% 38% 20% 11% 18% 21%
Far Rockaway-Mott Av (A) 12% 19% 21% 25% 18% 23% 38% 43% 22% 22% 29% 35% 26% 21% 13% 4% 6% 45%
Flatbush Av-Brooklyn College (25) 42% 47% 52% 46% 43% 58% 35% 51% 38% 41% 47% 51% 53% 40% 19% 10% 14% 29%
Flushing Av (G) 39% 45% 36% 60% 45% 78% 45% 45% 51% 53% 56% 51% 39% 38% 39% 23% 23%
Flushing Av (JM) 18% 14% 22% 22% 20% 39% 14% 29% 18% 21% 25% 25% 27% 20% 10% 7% 7%  14%
Flushing-Main St (7) 41% 42% 42% 26% 36% 56% 40% 48% 39% 29% 44% 48% 44% 39% 23% 18% 19% 22%
Fordham Rd (4) 51% 56% 48% 42% 40% 55% 31% 38% 44% 33% 41% 52% 49% 52% 20% 18% 17% 38%
Fordham Rd (BD) 36% 23% 31% 35% 36% 44% 21% 35% 40% 40% 40% 49% 43% 37% 21% 16% 13%
Forest Av (M) 56% 58% 46% 52% 52% 69% 54% 61% 65% 51% 52% 37% 44% 35% 41% 39% 39%
Forest Hills-71 Av (EFMR) 46% 46% 44% 41% 40% 54% 39% 53% 43% 42% 51% 60% 46% 42% 23% 12% 15% 41%
Fort Hamilton Pkwy (D) 49% 49% 45% 34% 58% 61% 46% 57% 41% 49% 56% 40% 44% 34% 22% 37% 27%
Fort Hamilton Pkwy (FG) 63% 61% 36% 55% 52% 59% 55% 60% 56% 66% 58% 53% 51% 43% 47% 47% 48%
Fort Hamilton Pkwy (N) 74% 77% 57% 74% 70% 73% 85% 75% 63% 89% 75% 64% 58% 48% 26% 26% 17%
Franklin Av (CS) 55% 45% 51% 61% 48% 72% 52% 62% 61% 55% 57% 54% 66% 55% 45% 42% 37% 19%
Franklin Av-Medgar Evers College (2345) 47% 58% 61% 52% 39% 70% 47% 55% 51% 52% 42% 60% 55% 44% 28% 23% 21%
Franklin St (1) 34% 37% 41% 56% 53% 44% 24% 36% 43% 48% 37% 50% 53% 35% 26% 20% 20%
Freeman St (25) 28% 30% 25% 28% 28% 46% 25% 29% 21% 25% 31% 40% 24% 22% 19% 19% 19%
Fresh Pond Rd (M) 52% 66% 55% 48% 59% 68% 58% 64% 52% 53% 41% 61% 49% 38% 32% 28% 28%
Fulton St (2345ACJZ) 38% 47% 47% 26% 45% 56% 31% 38% 31% 32% 37% 51% 49% 42% 15% 12% 12% 39%
Fulton St (G) 38% 36% 34% 36% 28% 47% 33% 29% 38% 33% 54% 24% 36% 36% 19% 22% 13%
Gates Av (JZ) 36% 31% 33% 26% 29% 38% 26% 55% 41% 33% 28% 42% 36% 34% 19% 22% 20%
Graham Av (L) 44% 46% 43% 35% 53% 71% 40% 48% 48% 56% 44% 50% 38% 33% 38% 25% 23%
Grand Army Plaza (23) 71% 76% 54% 72% 72% 86% 67% 71% 62% 71% 60% 61% 56% 51% 40% 39% 39%
Grand Av-Newtown (MR) 30% 25% 29% 32% 19% 39% 16% 22% 21% 29% 35% 40% 33% 31% 19% 6% 6%
Grand Central-42 St (4567S) 41% 50% 48% 32% 45% 63% 34% 44% 36% 34% 37% 51% 48% 43% 14% 11% 12% 27%
Grand St (BD) 18% 15% 16% 20% 13% 36% 20% 27% 17% 20% 31% 31% 23% 16% 16% 15% 11%
Grand St (L) 47% 28% 42% 24% 18% 57% 15% 34% 25% 43% 44% 47% 52% 45% 22% 19% 9%
Grant Av (A) 24% 25% 16% 43% 20% 48% 17% 23% 17% 55% 31% 35% 28% 23% 6% 5% 5%
Greenpoint Av (G) 45% 50% 35% 32% 43% 50% 44% 52% 39% 32% 39% 47% 35% 25% 29% 27% 25% 46%
Gun Hill Rd (25) 32% 34% 38% 26% 33% 47% 28% 33% 32% 26% 36% 49% 41% 39% 14% 9% 16% 25%
Gun Hill Rd (5) 62% 62% 72% 55% 62% 78% 54% 50% 51% 59% 68% 59% 57% 56% 43% 46% 43% 56%
Halsey St (J) 46% 50% 43% 51% 44% 61% 34% 52% 45% 51% 45% 56% 32% 36% 25% 23% 18%
Halsey St (L) 56% 57% 71% 55% 40% 78% 52% 52% 50% 55% 50% 42% 55% 45% 37% 31% 21%
Harlem-148 St (3) 50% 58% 65% 60% 52% 58% 48% 52% 27% 50% 22% 72% 51% 54% 18% 15% 11%

Master Page # 283 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



2021 Q1 Customers Count and COVID Travel Survey 56
Subway station satisfaction rates
c
L2
©
H § 3
3 c c
£ [ @ =
£ ) I
o ) ] 8
c S ° £ s
2 £ w ¥ 2 E
- g 3 g £
2 S 2 [ o ° S S
e c b5 © F £ 3 5 ] ]
g g S 58 & = 2 2 4+ 3 2 w 5 %
8 g g c § 3z & & £ %5 = g & £ g =
] o g = H ‘£ c < 3 2 o 12 s c ° b b] 4
= £ E] ] B & © 5 < o 2 < o H 5 L} 1} 2
[ c o H © c o o = © x 2 < £ < °a o ©
i ¢ § £ 5 = % £ © ©® © ® ® £ E © o o 3
Station 8 & & & 8§ £ 5§ & 22 8§ s & = 8§ & & & &
Hewes St (JM) 55% 53% 33% 62% 62% 82% 59% 46% 46% 46% 52% 59% 68% 51% 33% 39% 39%
High St (AC) 50% 49% 38% 53% 42% 57% 41% 59% 48% 68% 49% 53% 46% 39% 36% 16% 18%
Houston St (1) 42% 39% 38% 40% 36% 48% 37% 48% 38% 35% 33% 38% 32% 32% 28% 26% 26%
Howard Beach-JFK (A) 84% 81% 72% 73% 77% 69% 68% 80% 75% 77% 64% 72% 72% 63% 48% 48% 47% 55%
Hoyt St (23) 40% 35% 44% 50% 32% 51% 23% 47% 43% 52% 48% 33% 46% 42% 27% 21% 21%
Hoyt-Schermerhorn (ACG) 31% 27% 32% 25% 22% 45% 20% 35% 31% 32% 37% 39% 45% 38% 16% 15% 13%
Hunters Point Av (7) 44% 38% 36% 49% 43% 58% 40% 55% 47% 55% 59% 46% 48% 37% 35% 31% 28%
Hunts Point Av (6) 24% 28% 34% 26% 23% 49% 16% 24% 23% 28% 24% 38% 36% 32% 13% 8% 8% 46%
Intervale Av (25) 17% 63% 63% 17% 17% 85% 63% 63% 17% 17% 17% 17% 17% 17% 46% 0% 0%
Inwood-207 St (A) 43% 50% 44% 47% 42% 64% 40% 54% 42% 50% 46% 60% 55% 47% 24% 13% 15% 27%
Jackson Av (25) 28% 21% 31% 27% 32% 48% 32% 29% 17% 31% 40% 38% 30% 30% 34% 23% 21%
Jackson Hts-Roosevelt Av (EFMR) 32% 29% 37% 15% 24% 50% 29% 41% 38% 26% 45% 41% 39% 32% 19% 12% 13% 18%
Jamaica Center-Parsons/Archer (EJZ) 31% 30% 32% 26% 25% 47% 23% 38% 31% 33% 36% 50% 41% 36% 15% 8% 8% 20%
Jamaica-179 St (F) 37% 38% 36% 36% 36% 41% 29% 45% 36% 40% 45% 51% 42% 36% 20% 15% 15% 31%
Jamaica-Van Wyck (E) 25% 23% 43% 53% 24% 67% 23% 41% 29% 43% 43% 41% 46% 43% 4% 3% 3% 20%
Jay St-MetroTech (ACFR) 36% 44% 41% 29% 40% 49% 28% 38% 32% 27% 31% 43% 40% 36% 16% 13% 13% 33%
Jefferson St (L) 40% 48% 48% 50% 42% 65% 38% 51% 51% 53% 57% 59% 50% 45% 29% 23% 32%
Junction Blvd (7) 29% 20% 52% 17% 17% 44% 36% 38% 41% 35% 51% 34% 44% 41% 10% 17% 10% 23%
Junius St (3) 33% 43% 47% 47% 35% 64% 17% 43% 43% 49% 31% 61% 32% 26% 37% 42% 24%
Kew Gardens-Union Turnpike (EF) 37% 42% 33% 34% 34% 48% 23% 34% 33% 36% 41% 42% 36% 34% 20% 14% 14% 18%
Kings Hwy (BQ) 56% 55% 39% 47% 53% 63% 43% 49% 51% 52% 52% 52% 49% 42% 39% 37% 36% 58%
Kings Hwy (F) 55% 67% 47% 69% 63% 65% 45% 69% 56% 71% 58% 64% 59% 40% 38% 38% 38%
Kings Hwy (N) 38% 31% 48% 54% 50% 43% 40% 42% 46% 70% 49% 42% 56% 35% 31% 21% 29%
Kingsbridge Rd (4) 40% 45% 62% 33% 54% 59% 27% 42% 26% 31% 32% 47% 63% 59% 21% 25% 20%
Kingsbridge Rd (BD) 42% 30% 23% 59% 34% 52% 21% 37% 44% 48% 36% 35% 43% 38% 9% 9% 9% 33%
Kingston Av (3) 42% 32% 42% 47% 42% 58% 33% 48% 51% 54% 39% 57% 45% 44% 18% 21% 16%
Kingston-Throop Avs (C) 26% 20% 31% 37% 21% 56% 27% 34% 35% 48% 37% 35% 37% 42% 30% 22% 18%
Knickerbocker Av (M) 41% 59% 47% 30% 36% 31% 47% 47% 52% 47% 41% 47% 57% 57% 41% 24% 30%
Kosciusko St (J) 40% 29% 37% 42% 44% 65% 27% 45% 35% 38% 27% 47% 48% 24% 37% 19% 23%
Lafayette Av (C) 69% 60% 42% 52% 53% 62% 52% 64% 61% 61% 60% 42% 40% 41% 51% 51% 46%
Lexington Av/53 St (EM) 37% 38% 36% 32% 33% 54% 28% 41% 40% 39% 45% 41% 43% 40% 21% 21% 19% 20%
Lexington Av/59 St (NRW) 32% 36% 29% 22% 34% 45% 29% 35% 38% 22% 31% 42% 27% 27% 15% 12% 12%
Lexington Av/63 St (FQ) 54% 69% 48% 43% 57% 69% 46% 51% 52% 47% 49% 52% 49% 44% 33% 32% 29% 41%
Liberty Av (AC) 37% 34% 25% 31% 33% 36% 29% 22% 29% 36% 25% 41% 25% 18% 29% 29% 29%
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Livonia Av (L) 47% 22% 32% 50% 43% 62% 56% 54% 50% 55% 67% 66% 54% 54% 42% 42% 42%
Longwood Av (6) 34% 54% 54% 44% 49% 74% 34% 34% 30% 39% 64% 40% 44% 35% 10% 10% 7%
Lorimer St (JM) 63% 76% 58% 32% 58% 81% 48% 61% 61% 70% 70% 70% 63% 58% 25% 30% 25%
Lorimer St (L) 2% 43% 47% 39% 41% 64% 32% 50% 41% 40% 33% 54% 32% 32% 24% 20% 20%
Marble Hill-225 St (1) 76% 76% 72% 71% 7% 84% 75% 78% 82% 80% 69% 90% 82% 77% 52% 52% 52%
Marcy Av (JZM) 39% 37% 39% 34% 39% 41% 20% 30% 35% 46% 36% 42% 31% 28% 27% 24% 24% 26%
Metropolitan Av (G) 50% 67% 48% 30% 43% 69% 42% 52% 54% 49% 44% 40% 56% 51% 30% 23% 23%
Mets-Willets Point (7) 51% 54% 48% 45% 49% 56% 35% 46% 34% 39% 47% 38% 37% 28% 32% 31% 27%
Middle Village-Metropolitan Av (M) 28% 37% 31% 33% 33% 47% 26% 25% 26% 37% 24% 39% 32% 33% 16% 9% 9%
Middletown Rd (6) 88% 88% 80% 80% 80% 88% 82% 73% 67% 68% 82% 59% 88% 82% 44% 32% 41%
Montrose Av (L) 56% 60% 61% 57% 52% 74% 42% 47% 37% 52% 48% 56% 65% 56% 19% 25% 22%
Morgan Av (L) 64% 39% 41% 41% 60% 64% 38% 52% 41% 64% 60% 27% 56% 45% 27% 30% 21%
Morris Pk (5) 49% 40% 17% 37% 14% 51% 40% 36% 47% 53% 35% 49% 30% 19% 47% 27% 36%
Morrison Av-Soundview Av (6) A44% 42% 27% 23% 36% 43% 28% 40% 27% 24% 46% 46% 39% 36% 22% 20% 18%
Mosholu Pkwy (4) 38% 43% 49% 42% 41% 47% 38% 44% 37% 40% 39% 36% 40% 31% 23% 28% 21%
Mt Eden Av (4) 25% 42% 25% 31% 19% 42% 25% 34% 36% 42% 25% 50% 36% 42% 30% 36% 36%
Myrtle Av (JZM) 32% 33% 33% 31% 31% 48% 26% 43% 31% 40% 33% 43% 37% 32% 9% 9% 9%
Myrtle-Willoughby Avs (G) 28% 13% 19% 41% 33% 53% 33% 52% 45% 52% 50% 60% 47% 29% 23% 13% 19%
Myrtle-Wyckoff Avs (LM) 46% 44% 55% 36% 46% 48% 29% 41% 29% 41% 51% 55% 55% 49% 17% 16% 18% 33%
Nassau Av (G) 30% 29% 29% 33% 22% 36% 34% 40% 32% 30% 34% 59% 36% 30% 21% 15% 15%
Neck Rd (Q) 60% 54% 26% 51% 47% 58% 53% 52% 55% 61% 39% 29% 50% 30% 57% 48% 41%
Neptune Av (F) 82% 67% 57% 82% 82% 82% 57% 57% 57% 80% 80% 57% 48% 48% 50% 32% 32%
Nereid Av (25) 54% 72% 53% 51% 65% 66% 31% 51% 45% 72% 38% 47% 51% 43% 34% 27% 27%
Nevins St (2345) 40% 43% 50% 58% 38% 67% 39% 50% 44% 54% 48% 44% 51% 51% 23% 14% 14%
New Lots Av (3) 36% 46% 43% 24% 42% 49% 27% 33% 29% 26% 28% 51% 47% 36% 21% 11% 11%
New Lots Av (L) 77% 80% 42% 42% 66% 80% 66% 89% 89% 80% 65% 80% 65% 76% 51% 51% 51%
New Utrecht Av (N) 2% 24% 18% 38% 42% 24% 24% 34% 18% 24% 18% 10% 18% 8% 14% 14% 8% 0%
Newkirk Av (25) 47% 43% 50% 33% 36% 56% 30% 44% 36% 36% 36% 44% 52% 48% 32% 30% 27%
Newkirk Plaza (BQ) 54% 46% 36% 48% 46% 80% 45% 62% 52% 59% 51% 66% 49% 39% 40% 29% 35%
Northern Blvd (MR) 54% 61% 55% 60% 43% 76% 51% 66% 61% 63% 74% 69% 66% 67% 61% 30% 22%
Norwood Av (J) 27% 11% 6% 18% 11% 14% 6% 18% 6% 18% 25% 33% 21% 11% 0% 0% 0%
Norwood-205 St (D) 29% 31% 31% 35% 19% 46% 27% 30% 30% 38% 32% 35% 48% 38% 22% 21% 16%
Nostrand Av (3) 49% 53% 45% 55% 54% 72% 60% 60% 64% 64% 55% 55% 48% 44% 32% 25% 25%
Nostrand Av (AC) 34% 33% 41% 22% 26% 58% 23% 43% 31% 42% 33% 47% 39% 32% 14% 9% 8%
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Ocean Pkwy (Q) 28% 33% 36% 61% 40% 31% 26% 32% 24% 48% 35% 45% 30% 32% 9% 9% 12%
Ozone Park-Lefferts Blvd (A) 36% 38% 34% 38% 34% 41% 32% 34% 34% 30% 40% 40% 26% 24% 23% 22% 19% 34%
Park PI (23) 36% 50% 38% 52% 48% 71% 36% 39% 44% 50% 49% 44% 35% 38% 21% 18% 16%
Park PI (S) 84% 84% 42% 90% 100% 45% 88% 95% 88% 84% 62% 74% 42% 42% 52% 29% 29%
Parkchester (6) 48% 58% 52% 31% 42% 61% 37% 40% 33% 29% 40% 47% 45% 39% 31% 25% 25%
Parkside Av (Q) 31% 41% 38% 40% 33% 51% 27% 47% 41% 49% 33% 49% 39% 34% 27% 21% 23%
Parsons Blvd (F) 30% 29% 27% 31% 26% 45% 22% 33% 29% 38% 29% 38% 33% 29% 22% 17% 12%
Pelham Bay Park (6) 42% 51% 49% 45% 35% 58% 35% 43% 37% 43% 43% 52% 57% 47% 23% 16% 15% 20%
Pelham Pkwy (25) 35% 34% 31% 25% 25% 55% 28% 37% 30% 30% 22% 35% 30% 30% 26% 17% 17% 31%
Pelham Pkwy (5) 27% 45% 53% 50% 41% 66% 35% 47% 33% 48% 59% 51% 53% 45% 13% 2% 3%
Pennsylvania Av (3) 37% 59% 56% 45% 48% 69% 42% 47% 47% 58% 59% 49% 43% 43% 27% 33% 27%
President St-Medgar Evers College (25) 35% 56% 47% 62% 53% 79% 43% 49% 50% 50% 35% 47% 34% 26% 34% 29% 29%
Prince St (RW) 42% 51% 39% 54% 48% 44% 49% 45% 53% 56% 53% 42% 49% 42% 21% 23% 21%
Prospect Av (25) 19% 23% 23% 15% 26% 39% 6% 11% 13% 11% 17% 28% 30% 22% 0% 3% 3%
Prospect Av (R) 66% 69% 53% 51% 76% 69% 54% 57% 60% 65% 56% 68% 51% 46% 31% 24% 25%
Prospect Park (BQS) 50% 57% 42% 49% 40% 76% 57% 62% 69% 60% 52% 50% 58% 40% 36% 17% 18% 56%
Queens Plaza (EMR) 43% 54% 34% 52% 50% 57% 37% 49% 47% 57% 50% 55% 44% 43% 31% 18% 18% 24%
Queensboro Plaza (7NW) 45% 48% 44% 36% 47% 49% 34% 40% 42% 39% 51% 48% 38% 32% 25% 23% 23%
Ralph Av (C) 24% 27% 25% 31% 19% 25% 31% 28% 33% 46% 29% 39% 34% 22% 26% 30% 18%
Rector St (1) 55% 47% 35% 64% 41% 72% 46% 58% 60% 62% 60% 57% 51% 52% 39% 43% 41%
Rector St (RW) 36% 32% 16% 41% 44% 58% 37% 50% 33% 44% 39% 50% 31% 29% 39% 14% 14%
Rockaway Av (3) 61% 56% 61% 41% 46% 84% 39% 66% 66% 61% 52% 55% 55% 57% 30% 26% 21%
Rockaway Av (C) 35% 46% 31% 44% 35% 40% 33% 43% 35% 44% 43% 44% 39% 31% 32% 26% 26%
Rockaway Blvd (A) 26% 35% 38% 24% 23% 44% 30% 36% 41% 34% 44% 50% 43% 35% 22% 20% 14%
Rockaway Park-Beach 116 St (AS) 71% 70% 70% 70% 70% 70% 70% 78% 70% 78% 23% 100% 70% 70% 63% 63% 63%
Roosevelt Island (F) 49% 49% 31% 45% 40% 53% 57% 55% 49% 51% 48% 47% 41% 32% 40% 27% 26% 26%
Saratoga Av (3) 51% 54% 43% 53% 51% 71% 39% 59% 55% 48% 63% 61% 58% 51% 31% 31% 27%
Seneca Av (M) 67% 53% 45% 63% 65% 62% 51% 66% 63% 65% 51% 57% 61% 45% 61% 51% 51%
Sheepshead Bay (BQ) 51% 56% 32% 51% 47% 54% 44% 45% 49% 52% 42% 55% 42% 35% 35% 32% 29%
Shepherd Av (C) 16% 16% 34% 15% 16% 39% 11% 21% 16% 20% 16% 49% 34% 23% 11% 11% 11%
Simpson St (25) 38% 18% 45% 18% 25% 56% 24% 42% 19% 25% 28% 49% 39% 38% 13% 13% 13% 27%
Smith-9 Sts (FG) 23% 13% 7% 49% 36% 63% 19% 36% 47% 53% 24% 55% 55% 25% 27% 40% 19%
South Ferry (1) 61% 76% 66% 60% 75% 76% 51% 57% 63% 55% 50% 69% 62% 51% 36% 25% 25% 49%
Spring St (6) 24% 27% 32% 38% 28% 44% 40% 35% 35% 50% 28% 49% 48% 45% 26% 18% 18%
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Subway station satisfaction rates
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Spring St (CE) 40% 33% 28% 42% 34% 48% 31% 40% 39% 43% 34% 38% 39% 31% 28% 21% 21%
St Lawrence Av (6) 30% 64% 41% 59% 35% 52% 41% 37% 41% 55% 34% 69% 42% 38% 37% 37% 37%
Steinway St (MR) 46% 38% 48% 49% 46% 50% 37% 54% 54% 43% 43% 54% 52% 49% 22% 17% 17%
Sterling St (25) 36% 52% 38% 33% 22% 40% 34% 45% 30% 36% 38% 42% 41% 33% 28% 20% 20%
Sutphin Blvd (F) 30% 37% 48% 40% 37% 74% 19% 34% 31% 40% 56% 50% 59% 43% 15% 7% 6%
Sutphin Blvd-Archer Av/JFK Airport (EJZ) 26% 32% 38% 30% 25% 55% 21% 39% 28% 34% 35% 50% 39% 40% 13% 10% 13% 37%
Sutter Av (L) 44% 44% 44% 44% 44% S54% 44% 44% 56% 44% 44% 56% 44% 44% 31% 18% 18%
Sutter Av-Rutland Rd (3) 48% 44% 37% 49% 44% 59% 27% 44% 49% 32% 29% 51% 48% 48% 16% 27% 30%
Times Sg-42 St (1237NQRWS) 30% 31% 38% 21% 30% 56% 27% 40% 30% 24% 32% 44% 42% 34% 13% 12% 10% 21%
Tremont Av (BD) 21% 32% 23% 23% 31% 40% 19% 30% 23% 22% 17% 20% 43% 32% 11% 8% 5%
Union St (R) 45% 57% 38% 55% 52% 67% 56% 60% 47% 57% 52% 57% 44% 33% 38% 36% 33%
Utica Av (AC) 35% 39% 33% 32% 30% 43% 25% 34% 31% 33% 35% 42% 39% 36% 18% 16% 13% 26%
Van Cortlandt Park-242 St (1) 57% 64% 62% 70% 59% 75% 62% 64% 61% 65% 56% 63% 67% 56% 40% 34% 23%
Van Siclen Av (3) 17% 18% 38% 18% 24% 64% 11% 11% 11% 11% 11% 17% 39% 17% 11% 6% 6%
Van Siclen Av (C) 21% 44% 56% 46% 27% 18% 13% 43% 41% 21% 40% 35% 42% 35% 0% 0% 0%
Van Siclen Av (J2) 28% 28% 21% 28% 28% 62% 17% 17% 17% 28% 40% 54% 28% 21% 47% 28% 28%
Vernon Blvd-Jackson Av (7) 58% 50% 54% 48% 50% 75% 66% 77% 58% 64% 62% 53% 59% 53% 58% 50% 50%
W 4 St-Washington Sq (ACEBDFM) 28% 21% 29% 29% 24% 47% 21% 41% 32% 43% 40% 48% 39% 33% 14% 11% 11% 18%
Wakefield-241 St (2) 23% 26% 25% 16% 23% 41% 24% 26% 24% 30% 33% 33% 36% 33% 2% 2% 2%
Wall St (23) 48% 55% 49% 44% 46% 68% 38% 56% 48% 43% 44% 55% 53% 49% 31% 26% 25%
Wall St (45) 46% 50% 50% 39% 42% 60% 41% 51% 46% 44% A48% A47% 49% 49% 27% 27% 29%
West 8 St-NY Aquarium (FQ) 42% 64% 44% 63% 67% 56% 33% 53% 43% 44% 49% 61% 23% 19% 17% 9% 9%
West Farms Sg-East Tremont Av (25) 38% 37% 36% 32% 34% 32% 27% 30% 30% 33% 37% 31% 27% 26% 20% 20% 17%
Westchester Sg-East Tremont Av (6) 33% 35% 31% 35% 25% 47% 17% 22% 25% 26% 28% 50% 51% 44% 14% 11% 13%
Whitehall St (RW) 40% 51% 46% 40% 38% 48% 30% 42% 38% 40% 47% 57% 41% 41% 25% 16% 15%
Whitlock Av (6) 59% 45% 59% 55% 45% 84% 45% 29% 16% 55% 10% 68% 68% 59% 32% 32% 16%
Wilson Av (L) 77% 57% 67% 63% 43% 82% 44% 50% 44% 50% 71% 82% 53% 40% 55% 55% 55%
Winthrop St (25) 35% 24% 40% 34% 25% 61% 28% 40% 36% 32% 31% 42% 50% 44% 28% 22% 15%
Woodhaven Blvd (JZ) 38% 39% 31% 37% 33% 67% 35% 34% 27% 36% 68% 50% 36% 30% 19% 23% 19%
Woodhaven Blvd (MR) 42% 34% 39% 40% 33% 55% 40% 39% 40% 40% 44% 54% 45% 42% 26% 21% 20%
Woodlawn (4) 57% 57% 60% 47% 55% 65% 42% 53% 54% 45% 46% 54% 63% 56% 35% 26% 24%
World Trade Center (E) 48% 70% 47% 40% 56% 61% 46% 58% 47% 45% 53% 56% 44% 45% 22% 18% 13% 49%
World Trade Center-Cortlandt (1) 76% 88% 74% 67% 85% 82% 58% 67% 58% 68% 62% 74% 68% 54% 42% 40% 39% 66%
York St (F) 35% 31% 41% 23% 30% 47% 28% 41% 20% 29% 38% 63% 64% 49% 15% 11% 11%
Zerega Av (6) 32% 34% 62% 34% 34% 26% 33% 40% 33% 61% 54% 32% 54% 26% 25% 33% 33%
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Employment

Of the four customer groups, active reduced contains the greatest proportion of employed full-time
workers (73%). The lapsed group has a slightly lower rate of 71%, followed by the relapsed group (69%),
and lastly by the active group (64%). In contrast, the active group has a greater proportion of employed
part-time workers (12%) than the other groups (6% to 7%).

Among active subway customers who are employed, 63% are essential workers. This rate drops
substantially for the other three groups; 27% of employed active reduced customers, 21% of employed
lapsed customers, and 25% of employed relapsed customers are essential workers.

Subway customer employment status
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More than one-quarter of employed active customers (26%) work in health care and social assistance.
This is greater than for the other groups, in which 8% to 10% are employed in health care and social
assistance. The second most common occupation among active customers is education services at 13%.
There is a particularly low proportion of customers employed in finance and insurance among the active
group (5%).

Among the active reduced group, educational services (14%), finance and insurance (15%), and
professional, scientific, and technical services (14%) are the most common occupations.
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The most common occupation for the lapsed group is finance and insurance (23%), followed by
professional, scientific, and technical services (17%), and educational services (13%).

For the relapsed group, finance, and insurance (17%), and professional, scientific, and technical services
(16%) are the occupations with the greatest proportion of group constituents.

Subway customer top occupations
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There is a large disparity in work location status between the active and the other three groups. Nearly
half of employed active customers (45%) indicate that their work location never closed. One-quarter of
employed active customers (25%) indicate their work location is completely open (it has already
reopened). This is in contrast to the other three groups in which 15% to 19% say their work location
never closed, and 7% to 8% who say their work location is completely open.

Among the four groups, active reduced has the greatest proportion of members (22%) who indicate
their work location is open some of the time. This rate is 12% to 15% for the other groups.

Between 23% and 28% of customers in the active reduced, lapsed, and relapsed groups say their work
location is open but they have not yet returned. Only 4% of the active group say their work location is
open but they have not yet returned.
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The same pattern holds for customers whose work locations are closed but will reopen in the same
location. Between 24% and 32% of employed active reduced, lapsed, and relapsed groups fall into this
category, but only 8% of employed active customers work in locations that are closed but will reopen in
the same location.

Subway customer work location status
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Among employed customers whose work location is closed, there does not appear to be much variation
in the four customer groups in terms of projected work location reopening date. Workers from the
lapsed group say their work location will reopen in April, May, or June 2021 at a slightly lower rate (22%)
than the other groups (28% to 32%). Workers from the active reduced group say their work location will
reopen in July, August, or September 2021 at a slightly lower rate (43%) than the other groups (49% to
54%).

By the end of September 2021, 77% of active, 75% of active reduced, 77% of lapsed, and 80% of
relapsed customers, whose work location is closed, say it will reopen. By the end of 2021, these rates
increase to 82% of active, 79% of reduced active, 83% of lapsed, and 82% of relapsed customers.

Across all four groups, between 14% and 18% of customers are not sure when their work location will
reopen.
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Subway customer anticipated work location reopening date
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Referring back to their employment experience before the COVID pandemic, a slightly higher rate of
active (11%) and active reduced (9%) customers worked from home all the time compared to lapsed
(7%) and relapsed (8%) customers. The proportion of active customers who never worked from home
before COVID is 60%, which is substantially larger than the rates for active reduced (54%), lapsed (45%),
and relapsed (51%) customers.

Current work from home proportions reinforce the impact the COVID pandemic has had on subway
ridership, as the need to use the subway to commute to and from work has been eliminated for many.
Among employed lapsed customers, 80% are working from home all the time. The rate drops slightly for
relapsed customers to 74%. Among employed active reduced customers, 60% are currently working
from home all the time. This rate is only 16% for employed active customers. Since these customers are
using the subway as often as they did before COVID, they are substantially less likely to be working from
home.

Active reduced customers are more likely to usually work from home. They indicate they are usually
working from home at a rate of 22% compared to the other three groups, which have rates of 6% to 9%.

Customers in the active group indicate they currently never work from home at a much greater rate of
45% compared to the other groups with rates between 6% and 9%.
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Subway customer pre-COVID work from home frequency
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Primary trip purpose

More than half of active and active reduced customers cite traveling to work as their primary trip
purpose (58%). The second most common primary trip purpose among customers currently using the
subway is medical or health need (13%). Some customers are using the subway to visit a friend or
relative (7%), to access recreation, entertainment and/or dining (6%), to go shopping (5%), or for non-
medical personal business or errands (4%).

Subway customer primary trip purpose

Medical or health need for yourself or someone else _ 13%
To visit a friend or relative - 7%
Recreation, entertainment, and/or dining - 6%
Shopping - 5%
Non-medical personal business or errand - 4%
Traveling to school I 2%
Traveling while at work I 1%
Religious or community event I 1%

other [ 3%

Alternative modes

Customers who are currently using the subway, in the active (39%) and active reduced (31%) groups, are
using local, limited, and select buses instead of the subway more than lapsed (14%) and relapsed (21%)
customers for trips made by subway before COVID.

A few customers across all groups, between 7% and 9%, use express buses for trips made by subway
before COVID. Similarly, 8% to 9% of subway customers, regardless of group, use another train or light
rail. A large number of these customers are travelers from within New York City who are using Metro-
North (to travel to/from the Bronx) or the Long Island Railroad (to travel to/from Queens).

A larger proportion of lapsed (38%) and relapsed (33%) customers drive their own personal vehicles for
trips made by subway before COVID, compared to active (15%) and active reduced (22%) customers.

Across all four groups, 4% to 6% of customers report driving a borrowed personal vehicle to replace
subway trips during the COVID pandemic.
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Modes used for trips made by subway before COVID

(multiple responses permitted)
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Between 16% and 17% of active reduced, lapsed, and relapsed customers get a ride as a passenger in a
personal vehicle for some pre-COVID subway trips. The rate drops to 12% for active customers.

Active reduced customers are more likely to use for hire vehicles for trips made by subway before
COVID. Slightly less than two in five (39%) say they are using for hire vehicles. Relapsed customers are
using for hire vehicles at slightly lower rate of 32%. Both active and lapsed customers indicate they are
using for hire vehicles instead of the subway at a rate of 27%.

Some customers replace subway trips with ferry trips. Regardless of group, 4% to 5% use a ferry instead
of the subway.

Active reduced customers substitute bicycle or scooter trips for subway trips at a greater rate than
members of the other three groups. Among this group, 16% report using a bicycle or scooter. For the
other three groups, 9% to 11% say they are using a bicycle or scooter.

More than half of active reduced customers (54%) walk instead of using the subway for some trips made
by subway before COVID. More than one-third of other groups (36% to 39%) indicate they walk instead
of the subway. For subway trips replaced with walking, our assumption is that these customers have
altered their destinations to be within walking distance, are combining walking with another mode, or
are taking long walks.

Between 13% and 19% of customers, depending on the group, indicated they have not replaced subway
trips with any other modes.

COVID and crime concerns

In general, customers who are currently using the subway, in the active and active reduced groups, are
very concerned about COVID-related issues at lower rates than those who have not been using the
subway, in the lapsed group. This has been constant in the comparison of active to lapsed customers for
COVID-related concerns since we began surveying after the onset of the pandemic in 2020 Q2. These
results continue to confirm that the actual experience of using the subway tends to be less concerning
than the anticipated experience. This is essential to ensuring that New Yorkers reestablish their transit
use habits.

Of concern is that active, lapsed, and relapsed customers are very concerned about crime and
harassment at similar rates of 72% to 73%, and only active reduced customers have a slightly lower rate
of 68%. It is noteworthy that active and active reduced customers are more concerned about crime and
harassment (72% and 68%) than cleanliness (55% and 51%), social distancing (60% and 65%), and health
safety (64% and 63%). Lapsed and relapsed customers are concerned about crime and harassment (73%
and 73%) slightly less than they are about mask wearing (79% and 75%).

Among COVID-related issues, mask wearing continues to be most concerning to customers. Among
active and active reduced customers, 69% and 72% are very concerned. Lapsed customers are very
concerned at a rate of 79%. This is the greatest very concerned rate of all COVID-related issues and
across all four customer groups. Three-quarters of relapsed customers (75%) are very concerned.
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Across all four groups, customers are least concerned with cleanliness. Only 55% of active and 51% of
active reduced customers are very concerned about cleanliness as ridership increases. 64% of lapsed
and 59% of relapsed customers are very concerned about cleanliness when they return to the subway.

Customer concern about COVID-related issues,

and crime and harassment
(active/active reduced customers who are very concerned as ridership incresses,
or lapsed/relpased customers who are very concerned upon thier return)
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Demographics

African-American or Black customers account for 32% of the active group in contrast to the active
reduced (24%), lapsed (17%), and relapsed (28%) groups.

For ethnicity, 35% of the active group identify as Latino or Hispanic compared to 26% of the active
reduced, 21% of the lapsed group, and 26% of the relapsed group.

The proportion of white customers in the lapsed group is larger than for any of the other three groups.
Almost two-thirds of the lapsed group (65%) are white compared to 51% to 56% in the other groups.

Within the active reduced group, there is a slightly higher rate of Asian customers (23%), especially
compared to the active group with 19%.
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Subway customer race and ethnicity
(multiple responses permitted)
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The racial/ethnicity composition of the relapsed group is very similar to the racial/ethnicity composition
of the active reduced group.

The average annual household income of active subway customers is substantially lower than the
average annual household income of other groups. Average annual household income of the active
group is about $80,000, in contrast to $110,000 for the active reduced group, $117,000 for the relapsed
group, and in sharp contrast to $138,000 for the lapsed group.

Customers in the active and active reduced groups have less access to vehicles. On average, there are
only 0.5 vehicles available per household among customers in both the active and active reduced
groups. Average vehicles available per household for the lapsed group is 1.2 and for the relapsed group
is 1.0 vehicles per household. Notably, both indicate at least one vehicle available per household on
average for these two groups.

Across the four groups, the active reduced group is slightly younger with an average age of 43. The
lapsed group is slightly older with an average age of 48.
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Subway customer income, vehicles available, age, and gender
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Local, Limited, and Select Bus

Satisfaction status

Overall service satisfaction is at 49%, which is twenty-five percentage-points greater than the
dissatisfaction rate of 24%. Overall bus stop satisfaction is at 52%, which is thirty-two percentage-points
greater than the dissatisfaction rate of 20%.

Of the thirty bus attributes customers rate on the survey for importance, the most important are related
to COVID, crime, and safety. This is in contrast to pre-COVID results which typically showed that
traditional core service attributes like waiting time, travel time, unexpected delays, and crowding were
the most important to customers.

Mask wearing on buses is the most important attribute to customers. Slightly less than half of customers
(45%) are satisfied. A similar proportion (47%) are satisfied with mask wearing at bus stops, but
customers do not consider this as important as mask wearing on buses — it is the fourteenth most
important attribute.

Health safety on buses, how safe customers feel from contracting COVID, is the second most important
attribute to customers. Slightly less than two in five customers (39%) are satisfied. At bus stops, health
safety is the eleventh most important attribute with a 47% satisfaction rate.
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Local, limited, and select bus system satisfaction rates
(among active and active reduced customers - in order of importance)

Mask wearing on buses (1)
Health safety on buses (2)
Crime and harassment on buses (3)
Crime and harassment at bus stops (4)

Social distancing on buses (5)

Accident safety on buses (6)

Crowding on buses (7)

Waiting time (8)

Bus drivers (9)

Accident safety at bus stops (10)

Health safety at bus stops (11)

Communication during delays on buses (12)
Cleanliness of buses (13)

Mask wearing at bus stops (14)

Location of bus stops (15)

People experiencing mental illness on buses (16)
Travel time (17)

Cost of aride (18)

Unexpected delays (19)

People experiencing homelessness on buses (20)
People experiencing mental illness at bus stops (21)
Hours of operation (22)

People experiencing homelessness at bus stops (23)
Social distancing at bus stops (24)

Condition of bus stops (25)

Cleanliness of bus stops (26)

Panhandling on buses (27)

Panhandling at bus stops (28)

Crowding at bus stops (29)

Announcements on buses (30)

Overall service
Overall bus stop
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Crime and harassment on buses and at bus stops are the third and fourth most important attributes.
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Customers report similar levels of satisfaction with 47% satisfied on buses and 45% satisfied at bus

stops.

Customers consider social distancing on buses to be very important. It is the fifth most important

attribute out of the thirty on the survey. Only one-quarter of customers (25%) are satisfied and more

71

than twice as many (53%) are dissatisfied. This attribute is naturally correlated with crowding on buses,
which is the seventh most important attribute to customers. Not surprisingly, the percentages of

satisfied and dissatisfied customers are similar. Only 29% of customers are satisfied in contrast to 46%
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who are dissatisfied. Social distancing and crowding at bus stops are much less of a concern to
customers — they are the twenty-fourth and twenty-ninth most important.

Accident safety, how safe customers feel from getting injured, is the sixth most important attribute on
buses and the tenth most important at bus stops. On buses, 57% of customers are satisfied, and few,
only 12%, are dissatisfied. At bus stops, 54% of customers are satisfied, and 13% are dissatisfied.

The eighth most important, waiting time, is a pre-COVID traditional high-importance attribute. Two in
five customers (40%) are satisfied with waiting time.

Bus drivers are the ninth most important attribute. Historically, customers have shown appreciation for
their bus drivers by giving them high satisfaction ratings. This trend continues, as 61% of customers are
satisfied with bus drivers, the greatest satisfaction rate of any attribute on the survey. Only 14% are
dissatisfied.

Communication during delays on buses is the twelfth most important attribute out of thirty. Slightly
more than two-fifths (41%) are satisfied.

Customers indicate cleanliness of buses is the thirteenth most important attribute. Half of customers
(50%) are satisfied with the cleanliness of buses, compared to 28% who are dissatisfied.

Satisfaction changes

Overall service satisfaction increased by 2.3 percentage-points in the six months from 2020 Q3 to 2021
Q1. Overall bus stop satisfaction did not change by a statistically significant margin.

Customer satisfaction with mask wearing has increased. On buses satisfaction went up by 7.8
percentage-points, and at bus stops by 7.5 percentage-points. This is important since customers
consider mask wearing on buses to be the most important attribute.

Satisfaction with waiting time increased by 5.2 percentage-points. Before COVID, when traditional
service attributes like waiting time were relatively more important to customers, a satisfaction increase
of this size would have likely led to a greater increase in overall service satisfaction.

Customers are more satisfied with cleanliness of bus stops now than they were six months ago. There
has been a 4.3 percentage-point increase in satisfaction.

As expected, satisfaction levels with crowding on buses and social distancing on buses changed at similar
rates. For crowding, there was a 2.4 percentage-point increase. For social distancing, these was a 1.6
percentage-point increase.

Satisfaction with social distancing at bus stops decreased the most of any attribute, by 9.4 percentage-
points. This would be more concerning if customers rated this attribute as more important than twenty-
four out of thirty.

There was a decrease of 6.7 percentage-points in satisfaction with unexpected delays. This may be due
to the increase in vehicular volume on streets over the past six-months. As volume increases, congestion
increases, and unexpected delays increase.
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Local, limited, and select bus system satisfaction rates

six-month percentage-point change
(2020 Q3 to 2021 Q1)

Mask wearing on buses | N - :
Mask wearing at bus stops || EGTGTcTzNIINGEGEGEGEEEEEEEEEEEEEE -
waiting time | - -
Cleanliness of bus stops | NGNS - :
Crowding on buses | -/
Social distancing on buses || EGcTczNINGEGEGEGEEE

Travel time +0.9
Bus drivers +0.8
Announcements on buses -0.9
Costofaride [N
Accident safety at bus stops -1.8

Health safety on buses [N - :
Communication during delays on buses || EGTGczczIEIENENIINGBGzGG -::

Cleanliness of buses -2.8

People experiencing homelessness on buses | EGTGcININININGE -:
People experiencing homelessness at bus stops | NI -: :
Accident safety on buses || EGEGTzTzNNGIIIIII - 1
Crime and harassment at bus stops | EGEGcHcNGINGE --:
Health safety at bus stops | I - .°
Location of bus stops | EGTczNGEINIIIIE
Crowding at bus stops | NNRNREEIEINEGEGEGEGE - s
Hours of operation | NNNNEHEENEEEEN - 7
Crime and harassment on buses | NN </
Unexpected delays | NI 5.7
Social distancing at bus stops | N IIIIIEEN .4

Overall service | 2

Overall bus stop -0.3

Gray shading indicates a statistically insignificant change at the 95% confidence level. Satisfaction with people experiencing
mental illness and panhandling were not asked on the 2020 Q3 survey, so changes are not reported for these attributes.

Customers became less satisfied with crime and harassment on buses and at bus stops, the third and
fourth most important attributes. On buses, satisfaction dropped by 6.4 percentage-points. At bus stops,
satisfaction went down by 4.2 percentage-points.

There was a 5.7 percentage-point decrease in satisfaction with hours of operation. This attribute is best
analyzed on a route-level since it varies across routes.

Three other bus stop attributes decreased between four and six percentage-points over the past six
months: crowding (-5.6), location (-5.6), and health safety (-4.9).

Accident safety decreased on buses and at bus stops. There was a 4.1 percentage-point decline in
satisfaction on buses and a 1.8 percentage-point decline at bus stops.
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Customers became less satisfied with people experiencing homelessness on buses and at bus stops.
Both fell by about three percentage-points (-3.3 on buses and -3.2 at bus stops).

Satisfaction with cleanliness of buses decreased by 2.8 percentage-points over the past six months.

Communication during delays on buses, health safety on buses, and cost of a ride also decreased in
satisfaction between 1.3 and 2.5 percentage-points.

Route satisfaction

Customers are more satisfied with overall service in Brooklyn (51%), Manhattan (53%), and Queens
(53%), than they are in the Bronx (40%) and Staten Island (45%).

For route-level evaluation, we only consider routes from which we have a sample of twenty-five or more
customers. The Q15A (71%), Q70 SBS (70%), Q35 (70%), Q53 SBS (69%), Q28 (68%), M79 SBS (68%), M72
(67%), Q64 (67%), Q52 SBS (67%), and B38 (66%) are the best rated routes for overall service
satisfaction.

A deeper analysis of satisfaction by route reveals that higher overall service satisfaction rates on these
routes are the result of higher satisfaction rates for the following bus service attributes:

Q15A - travel time (73%), unexpected delays (56%), announcements (64%), crime and
harassment (68%), accident safety (86%), social distancing (46%), mask wearing (83%),
communication during delays (56%), panhandling (79%), and people experiencing homelessness
(70%).

Q70 SBS - travel time (81%), unexpected delays (66%), hours of operation (77%), crowding
(51%), health safety (60%), social distancing (60%), and mask wearing (65%).

Q35 - travel time (77%), unexpected delays (58%), hours of operation (74%), crime and
harassment (67%), bus drivers (79%), communication during delays (68%), and panhandling
(73%).

Q53 SBS - waiting time (59%), hours of operation (68%), and bus drivers (81%).

Q28 - cleanliness (68%), crime and harassment (71%), health safety (60%), social distancing
(49%), and mask wearing (67%).

M79 SBS - travel time (68%), cleanliness (70%), crime and harassment (67%), accident safety
(74%), and communication during delays (58%).

M72 - travel time (67%), hours of operation (67%), and cleanliness (68%).

Q64 - travel time (74%), unexpected delays (54%), hours of operation (75%), crime and
harassment (74%), accident safety (80%), bus drivers (78%), communication during delays
(59%), panhandling (78%), people experiencing homelessness (76%), and people experiencing
mental iliness (73%).

Q52 SBS - bus drivers (79%).
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B38 - cleanliness (69%), crowding (51%), panhandling (73%), and people experiencing mental
illness (58%).

The Bx32 (30%), S74 (30%), Bx36 (30%), Bx2 (29%), Bx39 (29%), Bx22 (28%), Bx3 (27%), Q19 (26%), Q114
(24%), and Q3 (22%) are rated the lowest by customers for overall service satisfaction. Low overall
service satisfaction rates on these routes is due to low satisfaction rates for the following attributes:

Bx32 - travel time (27%), cleanliness (26%), announcements (15%), crowding (11%), crime and
harassment (19%), accident safety (23%), health safety (15%), social distancing (5%),
communication during delays (21%), and people experiencing mental illness (12%).

S74 - announcements (28%), social distancing (8%), panhandling (21%), people experiencing
homelessness (17%), and people experiencing mental illness (22%).

Bx36 - hours of operation (29%), cleanliness (28%), health safety (17%), social distancing (9%),
mask wearing (24%), bus drivers (42%), communication during delays (23%), panhandling (30%),
and people experiencing mental illness (20%).

Bx2 - travel time (30%), cleanliness (25%), crime and harassment (23%), mask wearing (28%),
panhandling (32%), people experiencing homelessness (27%), and people experiencing mental
illness (22%).

Bx39 - mask wearing (26%) and bus drivers (43%).

Bx22 - crowding (13%), health safety (16%), social distancing (10%), mask wearing (28%),
communication during delays (23%), and panhandling (25%).

Bx3 - waiting time (23%), travel time (32%), unexpected delays (15%), hours of operation (27%),
crowding (5%), accident safety (34%), health safety (19%), social distancing (7%), mask wearing
(25%), bus drivers (38%), and communication during delays (16%).

Q19 - unexpected delays (15%) and bus drivers (40%).

Q114 - waiting time (22%), travel time (24%), unexpected delays (15%), announcements (17%),
and crowding (11%).

Q3 - unexpected delays (13%), crowding (12%), and bus drivers (35%).

Customers who use the following routes report lower levels of satisfaction with panhandling, people
experiencing homelessness, and people experiencing mental illness. Additional social service resources
should be dispatched to help on buses on these routes:

Bx2 - panhandling (32%), people experiencing homelessness (27%), and people experiencing
mental illness (22%).

Bx4 - panhandling (32%).

Bx15 - people experiencing homelessness (28%) and people experiencing mental iliness (22%).
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Bx21 - people experiencing mental illness (21%).

Bx32 - panhandling (25%) and people experiencing mental illness (12%).
Bx36 - panhandling (30%) and people experiencing mental illness (20%).
Bx41 SBS - panhandling (31%).

Bx42 - people experiencing homelessness (29%).

B15 - people experiencing mental illness (14%).

M14D SBS - people experiencing homelessness (29%).

M20 - people experiencing mental illness (22%).

MG60 SBS - people experiencing homelessness (22%) and people experiencing mental illness
(19%).

M98 - panhandling (17%), people experiencing homelessness (17%) and people experiencing
mental illness (10%).

Q43 - panhandling (32%) and people experiencing homelessness (29%).
Q100 - panhandling (25%).

S44 - panhandling (30%) and people experiencing homelessness (27%).
S48 - people experiencing homelessness (26%).

S74 - panhandling (21%), people experiencing homelessness (17%), and people experiencing
mental illness (22%).

Satisfaction with crime and harassment on buses is substantially lower in the Bronx (34%) than in
Brooklyn (50%), Manhattan (50%), Queens (53%), and Staten Island (51%). Customers who use the
following routes report low levels of satisfaction; these routes could use additional police presence: Bx1
(26), Bx41 SBS (26%), Bx26 (25%), B20 (25%), Bx15 (25%), Bx12 (24%), Bx2 (23%), M98 (20%), Bx32
(19%), Q100 (14%).
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Overall service
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Unexpected delays
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Announcements on buses
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Crowding on buses
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Accident safety on buses
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Mask wearing on buses
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Communication during delays on buses
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Panhandling on buses
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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People experiencing homelessness on buses
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Cost of aride
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Bx1 37% 37% 38% 20% 42% 30% 39% 17% 26% 47% 25% 15% 32% 59% 33% 34% 31% 25% 30%
Bx2 29% 29% 30% 17% 36% 25% 32% 14% 23% 40% 24% 14% 28% 55% 30% 32% 27% 22% 27%
Bx3 27% 23% 32% 15% 27% 30% 34% 5% 30% 34% 19% 7% 25% 38% 16% 37% 35% 25% 25%
Bx4 46% 31% 29% 15% 29% 30% 24% 21% 35% 43% 21% 17% 47% 57% 29% 32% 38% 31% 40%
Bx4A 45% 31% 36% 22% 32% 38% 28% 19% 39% 43% 24% 19% 46% 54% 22% 38% 35% 27% 48%
Bx5 46% 47% 47% 20% 43% 40% 43% 18% 34% 39% 29% 18% 33% 59% 37% 49% 48% 42% 25%
Bx6 46% 33% 40% 21% 36% 38% 37% 18% 32% 37% 25% 14% 41% 55% 37% 41% 39% 29% 28%
Bx6 SBS 45% 30% 37% 26% 39% 42% 34% 21% 28% 36% 21% 16% 38% 55% 34% 37% 37% 29% 28%
Bx7 45% 36% 46% 34% 46% 43% 51% 23% 45% 55% 34% 20% 45% 62% 38% 55% 52% 40% 31%
Bx8 53% 41% 56% 20% 47% 38% 40% 29% 51% 71% 40% 25% 43% 65% 44% 62% 49% 52% 32%
Bx9 41% 34% 41% 29% 47% 33% 49% 21% 36% 48% 21% 19% 32% 52% 40% 41% 43% 36% 34%
Bx10 52% 44% 52% 35% 50% 51% 51% 24% 42% 57% 35% 23% 46% 60% 40% 62% 58% 48% 44%
Bx11 53% 35% 37% 18% 34% 42% 42% 23% 37% 48% 30% 26% 38% 51% 36% 45% 38% 23% 38%
Bx12 35% 34% 37% 26% 40% 29% 35% 15% 24% 44% 28% 14% 30% 50% 27% 41% 33% 30% 27%
Bx12 SBS 37% 39% 40% 28% 40% 32% 35% 16% 30% 48% 27% 16% 32% 54% 36% 42% 36% 29% 27%
Bx13 51% 34% 39% 22% 34% 37% 45% 27% 34% 39% 31% 22% 32% 53% 40% 48% 44% 33% 55%
Bx15 38% 39% 46% 27% 47% 36% 41% 20% 25% 38% 22% 18% 33% 51% 43% 34% 28% 22% 32%
Bx16 45% 31% 44% 24% 35% 58% 50% 32% 46% 60% 38% 31% 50% 59% 38% 65% 61% 44% 35%
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Bus route satisfaction rates
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Bx17 43% 39% 37% 24% 39% 30% 36% 17% 35% 42% 30% 21% 38% 58% 37% 40% 44% 37% 29%
Bx18 48% 15% 30% 8% 8% 42% 30% 8% 30% 41% 35% 23% 14% 30% 29% 52% 52% 39% 29%
Bx19 40% 32% 34% 20% 42% 31% 35% 14% 35% 45% 23% 14% 29% 53% 36% 34% 30% 23% 36%
Bx20 31% 21% 47% 11% 22% 36% 49% 22% 35% 48% 33% 22% 35% 33% 35% 45% 39% 39% 32%
Bx21 2% 29% 36% 26% 36% 43% 45% 21% 35% 41% 28% 21% 40% 59% 32% 33% 30% 21% 23%
Bx22 28% 33% 42% 19% 46% 36% 34% 13% 37% 53% 16% 10% 28% 47% 23% 42% 44% 34% 26%
Bx23 49% 39% 56% 31% 32% 50% 37% 34% 55% 69% 57% 33% 45% 62% 40% 53% 51% 34% 43%
Bx24 100% 73% 79% 61% 51% 84% 91% 77% 70% 100% 84% 84% 84% 100% 78% 77% 70% 70% 62%
Bx26 47% 41% 55% 32% 38% 34% 58% 19% 25% 61% 44% 19% 36% 65% 40% 38% 36% 35% 31%
Bx27 52% 43% 34% 16% 35% 31% 42% 9% 41% 51% 26% 13% 35% 70% 32% 48% 51% 51% 45%
Bx28 36% 28% 45% 17% 30% 34% 43% 19% 32% 70% 24% 18% 31% 64% 32% 36% 33% 31% 26%
Bx29 50% 41% 59% 17% 25% 30% 41% 23% 34% 60% 63% 54% 68% 60% 44% 14% 14% 9% 25%
Bx30 36% 32% 56% 18% 41% 45% 50% 26% 43% 67% 38% 26% 33% 68% 31% 41% 40% 32% 34%
Bx31 57% 57% 62% 46% 55% 46% 58% 29% 49% 75% 54% 27% 61% 56% 46% 54% 50% 45% 30%
Bx32 30% 25% 27% 19% 31% 26% 15% 11% 19% 23% 15% 5% 34% 43% 21% 25% 30% 12% 25%
Bx33 40% 21% 31% 28% 25% 30% 30% 15% 18% 39% 12% 10% 14% 28% 30% 28% 42% 28% 25%
Bx34 46% 49% 53% 20% 49% 44% 48% 30% 44% T0% 47% 31% 38% 75% 52% 40% 40% 33% 35%
Bx35 47% 37% 38% 28% 47% 33% 42% 17% 33% 48% 25% 18% 31% 60% 50% 42% 32% 25% 36%
Bx36 30% 25% 33% 18% 29% 28% 30% 16% 29% 41% 17% 9% 24% 42% 23% 30% 29% 20% 18%
Bx38 41% 33% 62% 27% 41% 31% 44% 21% 36% 79% 36% 14% 31% 67% 29% 43% 37% 28% 28%
Bx39 29% 29% 37% 16% 33% 34% 35% 16% 42% 51% 21% 12% 26% 43% 30% 39% 43% 32% 25%
Bx40 35% 29% 38% 20% 39% 26% 29% 18% 34% 53% 19% 12% 29% 44% 26% 44% 37% 33% 22%
Bx41 43% 46% 46% 26% 54% 39% 54% 14% 38% 58% 40% 13% 42% 55% 51% 42% 42% 36% 26%
Bx41 SBS 31% 35% 33% 18% 40% 30% 42% 18% 26% 42% 27% 12% 30% 49% 36% 31% 32% 25% 21%
Bx42 34% 26% 31% 16% 32% 21% 28% 14% 28% 48% 17% 12% 30% 44% 22% 35% 29% 27% 21%
Bx46 78% 78% 78% 0% 78% 78% 78% 78% 78% 78% 78% 78% 78% 78% 0% 78% 78% 78% 22%
Bx99 58% 58% 58% 58% 58% 58% 58% 58% 58% 58% 58% 58% 58% 67% 35% 58% 35% 35% 58%
B1 38% 34% 41% 31% 53% 54% 50% 35% 40% 43% 37% 26% 42% 54% 40% 43% 44% 35% 32%
B2 64% 40% 60% 37% 38% 63% 62% 42% 64% 55% 54% 45% 56% 72% 51% 67% 68% 65% 49%
B3 44% 36% 47% 31% 40% 59% 43% 26% 35% 44% 37% 30% 49% 54% 38% 53% 40% 32% 38%
B4 43% 26% 48% 31% 40% 60% 49% 31% 45% 50% 38% 30% 43% 57% 41% 53% 47% 40% 31%
B6 46% 40% 48% 31% 50% 47% 45% 21% 42% 48% 37% 19% 45% 60% 40% 47% 42% 37% 30%
B7 59% 39% 63% 41% 44% 66% 65% 58% 61% 64% 64% 54% 69% T77% 47% T7% 83% 64% 52%
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B8 57% 40% 55% 36% 49% 65% 56% 39% 53% 60% 48% 33% 59% 63% 41% 61% 55% 45% 42%
B9 63% 55% 60% 34% 64% 64% 68% 46% 64% 68% 55% 40% 55% 69% 47% 60% 64% 58% 36%
B11 47% 42% 52% 41% 47% 60% 50% 31% 55% 61% 41% 32% 63% 65% 54% 68% 63% 56% 40%
B12 40% 23% 44% 21% 37% 49% 38% 14% 28% 54% 41% 14% 36% 48% 27% 54% 43% 23% 34%
B13 54% 35% 51% 25% 43% 45% 35% 17% 37% 46% 47% 12% 33% 60% 37% 49% 57% 43% 43%
B14 32% 24% 33% 20% 29% 42% 29% 9% 35% 32% 30% 11% 41% 39% 17% 46% 39% 25% 14%
B15 43% 25% 51% 35% 49% 35% 39% 16% 31% 46% 36% 14% 31% 45% 37% 45% 38% 14% 36%
B16 61% 37% 53% 29% 47% 63% 60% 41% 55% 58% 54% 34% 56% 66% 49% 60% 60% 48% 48%
B17 48% 36% 58% 34% 50% 68% 53% 30% 48% 66% 24% 15% 35% 56% 36% 64% 51% 46% 23%
B20 40% 16% 41% 16% 30% 33% 21% 21% 25% 32% 25% 19% 30% 36% 27% 43% 38% 23% 33%
B24 52% 55% 50% 42% 57% 70% 67% 62% 70% 83% 52% 63% 65% 68% 49% 79% 70% 70% 60%
B25 53% 44% 53% 42% 61% 52% 57% 37% 56% 58% 35% 40% 40% 63% 50% 51% 48% 39% 34%
B26 62% 52% 65% 57% 66% 62% 58% 48% 59% 66% 52% 46% 51% 74% 58% 64% 67% 55% 42%
B31 49% 29% 62% 26% 35% 60% 48% 24% 42% 56% 54% 28% 49% 63% 44% 70% 74% 68% 49%
B32 69% 86% 75% 22% 59% 75% 75% 65% 100% 100% 59% 65% 69% 75% 53% 80% 69% 59% 69%
B35 56% 38% 52% 27% 55% 55% 50% 28% 52% 60% 40% 26% 49% 67% 38% 51% 46% 40% 36%
B36 55% 42% 56% 37% 43% 65% 54% 26% 53% 56% 46% 33% 49% 60% 42% 53% 47% 37% 47%
B37 36% 35% 59% 31% 43% 56% 53% 46% 65% 67% 59% 33% 56% 73% 42% 63% 60% 56% 39%
B38 66% 51% 63% 43% 61% 69% 42% 51% 61% 67% 45% 44% 51% 74% 51% 73% 64% 58% 42%
B39 78% 74% 85% 41% 51% 89% 85% 74% 80% 80% 75% 69% 85% 85% 68% 79% 79% 69% 46%
B41 47% 43% 47% 27% 49% 55% 45% 21% 48% 57% 32% 22% 44% 53% 34% 51% 47% 39% 35%
B42 36% 33% 44% 41% 38% 45% 44% 23% 38% 41% 32% 26% 35% 47% 31% 54% 48% 31% 36%
B43 48% 26% 46% 21% 39% 67% 60% 32% 61% 68% 42% 31% 50% 55% 34% 60% 59% 42% 37%
B44 55% 38% 54% 38% 55% 62% 62% 33% 52% 57% 48% 25% 41% 64% 43% 51% 55% 42% 38%
B44 SBS 52% 41% 55% 41% 55% 58% 59% 29% 50% 59% 46% 27% 46% 62% 39% 45% 50% 39% 39%
B45 39% 31% 47% 30% 45% 46% 54% 27% 49% 56% 37% 26% 46% 60% 37% 48% 47% 37% 32%
B46 57% 50% 61% 40% 60% 58% 54% 20% 41% 55% 41% 18% 39% 63% 47% 54% 46% 38% 30%
B46 SBS 56% 53% 63% 38% 59% 56% 49% 23% 44% 58% 35% 21% 42% 61% 39% 51% 45% 42% 31%
B47 47% 30% 51% 39% 49% 47% 47% 19% 29% 46% 36% 19% 32% 47% 45% 57% 52% 33% 33%
B48 76% 47% 62% 33% 44% 70% 55% 41% 65% 75% 52% 52% 58% 66% 45% 75% 71% 48% 44%
B49 56% 38% 58% 31% 49% 60% 70% 29% 56% 67% 46% 28% 56% 62% 40% 61% 67% 51% 43%
B52 60% 45% 61% 41% 65% 56% 55% 41% 54% 51% 30% 31% 50% 65% 47% 60% 64% 47% 36%
BS54 44% 35% 51% 33% 40% 45% 45% 32% 45% 61% 40% 36% 47% 60% 47% 60% 54% 48% 46%
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B57 42% 41% 49% 36% 47% 59% 67% 34% 51% 74% 58% 35% 66% 67% 42% 62% 70% 54% 50%
B60 54% 40% 51% 47% 39% 47% 52% 42% 58% 62% 42% 30% 39% 55% 45% 59% 52% 45% 38%
B61 51% 40% 59% 37% 59% 64% 59% 22% 54% 76% 38% 17% 58% 65% 41% 80% 78% 57% 49%
B62 53% 55% 57% 28% 55% 70% 59% 30% 49% 57% 41% 27% 49% 60% 41% 50% 47% 37% 42%
B63 58% 39% 52% 42% 56% 61% 60% 41% 61% 65% 51% 26% 55% 65% 41% 65% 65% 48% 56%
B64 55% 47% 56% 29% 57% 49% 60% 56% 60% 59% 53% 46% 55% 56% 43% 68% 66% 56% 33%
B65 57% 43% 56% 31% 54% 65% 61% 41% 57% 73% 57% 45% 48% 70% 48% 34% 47% 32% 31%
B67 48% 29% 61% 49% 54% 58% 51% 34% 58% 62% 33% 28% 52% 66% 44% 80% 79% 58% 38%
B68 52% 41% 45% 29% 48% 65% 52% 37% 49% 60% 54% 37% 63% 76% 36% 51% 48% 39% 32%
B69 52% 46% 56% 43% 43% 64% 55% 30% 60% 70% 37% 25% 45% 65% 47% 73% 68% 51% 37%
B70 46% 30% 38% 33% 43% 49% 50% 39% 54% 51% 42% 40% 62% 42% 46% 63% 59% 52% 28%
B74 79% 60% 69% 76% 40% 62% 58% 38% 85% 74% 74% 50% 80% 80% 70% 95% 83% 85% 79%
B82 45% 37% 44% 33% 43% 56% 51% 30% 50% 58% 39% 24% 42% 67% 44% 54% 49% 37% 35%
B82 SBS 49% 38% 50% 30% 49% 52% 53% 26% 43% 50% 36% 23% 47% 61% 39% 54% 50% 36% 35%
B83 36% 29% 49% 18% 41% 38% 43% 19% 28% 38% 29% 12% 32% 47% 28% 47% 50% 34% 26%
B84 46% 35% 53% 38% 53% 60% 53% 31% 49% 49% 31% 31% 60% 66% 53% 57% 48% 38% 48%
B99 68% 68% 68% 60% 60% 68% 84% 59% 61% 81% 58% 50% 76% 79% 68% 67% 58% 58% 66%
B100 60% 43% 58% 53% 58% 66% 57% 44% 61% 57% 51% 42% 59% 72% 43% 76% 76% 69% 45%
B103 56% 51% 56% 37% 58% 64% 58% 26% 58% 67% 43% 28% 55% 69% 40% 63% 61% 47% 40%
M1 63% 48% 60% 39% 59% 60% 48% 42% 58% 71% 41% 31% 55% 73% 48% 63% 52% 44% 49%
M2 59% 48% 58% 38% 62% 58% 45% 43% 57% 70% 47% 36% 54% 73% 48% 56% 47% 45% 48%
M3 53% 44% 54% 33% 53% 52% 42% 37% 52% 63% 45% 27% 52% 67% 42% 52% 43% 36% 41%
M4 61% 54% 58% 42% 59% 60% 48% 44% 61% 67% 54% 38% 50% 76% 44% 58% 50% 49% 52%
M5 56% 45% 58% 39% 58% 57% 49% 40% 48% 63% 44% 33% 47% 67% 40% 51% 44% 35% 48%
M7 55% 36% 59% 34% 47% 62% 47% 31% 52% 61% 42% 25% 42% 64% 43% 55% 45% 37% 45%
M8 40% 32% 38% 27% 37% 53% 35% 32% 50% 56% 26% 25% 46% 56% 39% 46% 45% 37% 52%
M9 46% 36% 54% 47% 49% 56% 52% 37% 37% 50% 42% 31% 49% 73% 40% 46% 40% 35% 45%
M10 47% 27% 50% 31% 48% 43% 33% 23% 57% 65% 44% 16% 37% 55% 35% 42% 43% 33% 40%
M11 53% 43% 59% 31% 48% 56% 47% 31% 51% 61% 41% 22% 44% 70% 40% 56% 46% 37% 37%
M12 48% 31% 49% 32% 41% 34% 32% 31% 49% 64% 25% 31% 34% 78% 25% 55% 25% 18% 36%
M14A SBS 54% 43% 49% 31% 55% 52% 52% 33% 44% 54% 43% 25% 39% 63% 43% 51% 34% 28% 27%
M14D SBS 53% 51% 57% 39% 59% 55% 42% 29% 38% 53% 32% 20% 29% 62% 41% 43% 29% 24% 32%
M15 47% 41% 56% 35% 59% 50% 45% 32% 47% 58% 38% 26% 40% 61% 38% 49% 34% 28% 36%
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M15 SBS 48% 41% 58% 36% 59% 48% 49% 30% 45% 56% 37% 22% 39% 65% 41% 51% 34% 30% 33%
M20 51% 30% 48% 33% 48% 71% 56% 29% 46% 63% 43% 25% 41% 61% 34% 45% 30% 22% 39%
M21 44% 29% 43% 25% 29% 38% 32% 23% 50% 53% 18% 10% 50% 69% 44% 52% 46% 38% 54%
M22 55% 21% 55% 3% 36% 53% 49% 12% 35% 43% 38% 17% 22% 62% 52% 48% 39% 31% 42%
M23 SBS 48% 41% 57% 43% 47% 58% 43% 34% 47% 61% 43% 25% 44% 63% 40% 49% 42% 38% 32%
M31 61% 43% 57% 30% 58% 56% 46% 38% 60% 68% 44% 26% 50% 64% 36% 63% 54% 49% 42%
M34 SBS 43% 30% 51% 24% 38% 49% 46% 23% 48% 55% 32% 13% 39% 59% 36% 40% 37% 29% 32%
M34A SBS 54% 38% 59% 37% 46% 63% 53% 25% 51% 59% 34% 19% 43% 63% 42% 41% 39% 33% 34%
M35 0% 13% 39% 13% 39% 0% 39% 0% 0% 26% 0% 0% 0% 64% 60% 26% 26% 0% 39%
M42 48% 41% 53% 40% 54% 62% 44% 26% 54% 59% 32% 23% 38% 58% 41% 49% 40% 36% 38%
M50 61% 45% 61% 37% 53% 64% 51% 50% 39% 62% 38% 30% 57% 68% 36% 57% 50% 44% 39%
M55 39% 35% 51% 30% 43% 52% 59% 41% 44% 58% 39% 31% 48% 56% 49% 55% 42% 43% 45%
M57 53% 36% 47% 28% 51% 65% 48% 36% 55% 66% 40% 25% 46% 66% 36% 61% 47% 42% 38%
M60 SBS 36% 34% 40% 21% 41% 43% 38% 16% 34% 48% 24% 15% 26% 44% 37% 35% 22% 19% 27%
Mé66 58% 34% 54% 38% 56% 56% 46% 34% 56% 73% 50% 35% 49% 64% 36% 61% 55% 44% 46%
M72 67% 47% 67% 43% 67% 68% 50% 43% 56% 72% 53% 31% 59% 70% 36% 52% 47% 41% 53%
M79 SBS 68% 55% 68% 47% 64% 70% 53% 45% 67% 74% 54% 39% 57% 76% 45% 62% 52% 50% 48%
M86 SBS 62% 56% 67% 45% 69% 65% 58% 40% 66% 77% 53% 30% 51% 70% 58% 65% 59% 51% 47%
M96 59% 40% 56% 44% 55% 60% 54% 35% 61% 69% 48% 35% 50% 72% 52% 63% 58% 49% 44%
M98 41% 33% 57% 37% 40% 49% 41% 38% 20% 18% 10% 30% 49% 59% 10% 17% 17% 10% 40%
M99
M100 42% 47% 49% 24% 46% 43% 41% 21% 39% 57% 29% 20% 39% 60% 39% 39% 35% 31% 33%
M101 56% 43% 54% 33% 61% 52% 46% 31% 46% 62% 37% 28% 45% 66% 44% 53% 42% 36% 41%
M102 54% 37% 55% 35% 58% 54% 43% 36% 48% 62% 38% 26% 45% 65% 41% 54% 45% 37% 42%
M103 56% 41% 57% 35% 61% 52% 42% 39% 52% 64% 41% 30% 47% 67% 41% 53% 43% 33% 43%
M104 58% 36% 63% 36% 57% 67% 59% 44% 60% 67% 51% 36% 46% 74% 50% 54% 48% 41% 51%
M106 46% 44% 54% 40% 36% 56% 50% 35% 48% 68% 38% 30% 47% 63% 41% 57% 43% 40% 30%
M116 45% 29% 55% 27% 42% 43% 45% 15% 29% 61% 27% 12% 26% 58% 38% 59% 48% 41% 37%
a1 46% 48% 52% 29% 47% 66% 54% 39% 56% 64% 54% 39% 42% 65% 50% 45% 42% 39% 44%
Q2 56% 50% 51% 29% 39% 62% 50% 44% 41% 60% 44% 16% 41% 54% 37% 58% 39% 39% 26%
Q3 22% 33% 36% 13% 35% 41% 53% 12% 34% 61% 37% 13% 35% 35% 38% 52% 37% 22% 19%
Q4 37% 34% 44% 35% 39% 33% 33% 22% 46% 49% 33% 19% 50% 43% 30% 49% 35% 28% 24%
Qs 55% 47% 53% 42% 47% 61% 57% 23% 57% 56% 27% 16% 41% 58% 50% 57% 47% 38% 39%
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Q6 38% 21% 44% 28% 46% 51% 43% 22% 47% 48% 29% 15% 35% 49% 37% 54% 33% 34% 24%
Q7 78% 63% 78% 63% 51% 72% 38% 35% 63% 72% 63% 34% 63% 84% 60% 48% 59% 35% 85%
Q8 52% 45% 59% 45% 46% 54% 45% 33% 57% 62% 54% 28% 60% 64% 46% 56% 59% 43% 50%
Q9 67% 61% 78% 47% 69% 69% 58% 67% 90% 90% 90% 55% 90% 79% 62% 90% 90% 78% 40%
Q10 49% 54% 58% 40% 56% 42% 37% 21% 41% 50% 34% 24% 49% 60% 40% 40% 35% 28% 35%
Qi1 47% 28% 52% 30% 42% 44% 29% 17% 42% 42% 33% 14% 36% 66% 30% 41% 37% 33% 40%
Q12 51% 44% 64% 41% 54% 62% 37% 45% 53% 62% 49% 45% 67% 65% 45% 69% 69% 56% 48%
Q13 55% 37% 50% 32% 49% 57% 37% 33% 52% 61% 41% 24% 64% 65% 41% 59% 61% 44% 46%
Q15 60% 41% 67% 52% 58% 55% 60% 51% 65% 75% 44% 39% 71% 62% 45% 74% 67% 49% 40%
Q15A 71% 41% 73% 56% 59% 58% 64% 49% 68% 86% 51% 46% 83% 69% 56% 79% 70% 48% 45%
Q16 62% 43% 51% 41% 50% 72% 57% 44% 60% 70% 63% 40% 64% 87% 34% 62% 66% 52% 46%
Q17 57% 47% 65% 42% 61% 47% 51% 37% 54% 65% 48% 32% 55% 56% 48% 55% 39% 34% 49%
Q18 61% 53% 61% 30% 53% 66% 59% 38% 57% 63% 55% 31% 48% 80% 52% 57% 60% 48% 48%
Q19 26% 23% 49% 15% 40% 61% 34% 29% 52% 61% 43% 34% 49% 40% 36% 48% 38% 59% 39%
Q20 62% 49% 67% 39% 57% 51% 45% 30% 62% 62% 44% 23% 47% 61% 40% 54% 56% 44% 33%
Q21 62% 42% 67% 47% 53% 58% 41% 34% 50% 51% 41% 25% 45% 68% 50% 55% 49% 43% 46%
Q22 47% 55% 53% 40% 58% 59% 50% 34% 41% 55% 18% 16% 48% 74% 50% 45% 43% 35% 42%
Q23 44% 31% 58% 26% 58% 56% 65% 21% 62% 68% 44% 31% 57% 46% 42% 65% 57% 53% 44%
Q24 42% 28% 41% 29% 35% 46% 31% 21% 44% 51% 37% 16% 39% 56% 32% 49% 45% 38% 41%
Q25 62% 47% 60% 36% 62% 52% 49% 30% 60% 62% 45% 23% 49% 63% 45% 57% 48% 37% 31%
Q26 58% 58% 67% 34% 55% 77% 34% 37% 47% 47% 34% 24% 35% 68% 34% 37% 58% 58% 48%
Q27 61% 59% 62% 39% 65% 62% 62% 47% 57% 70% 58% 37% 52% 65% 46% 47% 42% 36% 42%
Q28 68% 47% 62% 32% 58% 68% 52% 46% 71% 71% 60% 49% 67% 75% 51% 63% 57% 50% 58%
Q29 61% 52% 57% 29% 60% 59% 58% 29% 38% 38% 27% 25% 30% 66% 35% 40% 40% 32% 22%
Q30 57% 39% 61% 53% 65% 55% 67% 55% 62% 67% 57% 48% 57% 64% 52% 61% 58% 52% 42%
Q31 52% 29% 57% 42% 59% 59% 62% 57% 61% 71% 62% 42% 69% 64% 39% 59% 54% 48% 36%
Q32 51% 42% 45% 26% 47% 54% 47% 34% 52% 56% 44% 28% 42% 58% 32% 52% 47% 42% 42%
Q33 49% 32% 32% 15% 34% 50% 43% 18% 48% 52% 39% 14% 29% 59% 29% 55% 44% 42% 20%
Q34 65% 47% 69% 50% 73% 61% 65% 45% 68% 69% 63% 33% 67% 79% 48% 72% 65% 48% 43%
Q35 70% 50% 77% 58% 74% 58% 58% 42% 67% 69% 54% 37% 57% 79% 68% 73% 52% 54% 44%
Q36 44% 40% 59% 30% 33% 49% 39% 49% 46% 55% 58% 50% 52% 51% 48% 41% 36% 32% 66%
Q37 33% 42% 59% 42% 49% 51% 36% 31% 42% 48% 43% 25% 45% 54% 31% 54% 48% 39% 30%
Q38 54% 45% 66% 23% 49% 62% 61% 26% 67% 67% 44% 29% 61% 62% 43% 70% 61% 61% 37%
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Q39 56% 49% 67% 44% 61% 52% 60% 26% 65% 59% 41% 44% 67% 72% 60% 58% 71% 68% 56%
Q40 51% 14% 27% 14% 39% 49% 51% 27% 57% 65% 30% 27% 34% 64% 44% 61% 53% 53% 32%
Q41 40% 22% 43% 28% 36% 43% 37% 16% 34% 43% 30% 14% 32% 52% 42% 52% 37% 28% 31%
Q42 64% 41% 64% 64% 41% 18% 41% 18% 64% 64% 41% 38% 41% 41% 64% 64% 41% 41% 18%
Q43 45% 45% 54% 29% 48% 54% 48% 24% 37% 54% 44% 23% 44% 61% 48% 32% 29% 27% 36%
Q44 SBS 52% 48% 59% 37% 56% 43% 47% 27% 53% 57% 39% 22% 46% 65% 42% 48% 42% 32% 31%
Q46 60% 51% 55% 48% 61% 60% 59% 43% 62% 67% 52% 42% 53% 74% 57% 65% 56% 45% 47%
Q47 54% 36% 45% 26% 43% 60% 32% 19% 51% 54% 47% 20% 52% 61% 39% 52% 45% 42% 23%
Q48 45% 25% 39% 26% 25% 51% 36% 23% 43% 48% 48% 51% 48% 53% 34% 62% 62% 57% 48%
Q49 55% 43% 53% 30% 51% 55% 38% 15% 49% 51% 34% 15% 48% 54% 34% 39% 44% 40% 33%
Q50 53% 40% 66% 44% 50% 49% 53% 39% 65% 71% 46% 31% 42% 68% 36% 64% 70% 61% 44%
Q52 SBS 67% 49% 59% 45% 56% 61% 54% 33% 49% 54% 33% 16% 48% 79% 46% 58% 48% 38% 44%
Q53 SBS 69% 59% 65% 43% 68% 65% 57% 33% 55% 59% 41% 29% 50% 81% 47% 58% 52% 41% 45%
Qs4 49% 39% 67% 33% 50% 57% 58% 26% 48% 58% 38% 19% 55% 62% 35% 53% 47% 41% 34%
Qs5 42% 35% 48% 27% 39% 48% 35% 31% 73% 71% 44% 33% 56% 61% 38% 53% 57% 53% 60%
Qs6 52% 47% 52% 41% 54% 57% 51% 34% 59% 60% 45% 27% 52% 67% 44% 56% 44% 35% 45%
Qs8 57% 45% 53% 32% 61% 59% 59% 25% 50% 56% 39% 32% 47% 59% 49% 53% 54% 45% 44%
Q59 65% 48% 59% 44% 57% 64% 55% 34% 49% 56% 44% 41% 56% 80% 62% 57% 58% 43% 52%
Qs0 54% 47% 56% 41% 53% 62% 53% 30% 52% 56% 39% 25% 49% 71% 41% 49% 45% 34% 46%
Qs4 67% 48% 74% 54% 75% 64% 58% 32% 74% 80% 56% 35% 62% 78% 59% 78% 76% 73% 50%
Q65 49% 47% 63% 37% 63% 51% 56% 31% 53% 70% 37% 26% 47% 71% 52% 69% 61% 49% 29%
Qs6 46% 35% 32% 26% 50% 53% 52% 29% 40% 55% 42% 36% 53% 53% 37% 66% 65% 46% 49%
Q67 47% 2% 42% 12% 29% 63% 60% 38% 69% 72% 53% 36% 49% 66% 21% 57% 62% 62% 36%
Q69 56% 56% 55% 44% 58% 66% 57% 49% 49% 55% 45% 39% 58% 74% 53% 54% 44% 35% 37%
Q70 SBS 70% 53% 81% 66% 77% 54% 32% 51% 61% 64% 60% 60% 65% 70% 51% 71% 47% 54% 49%
Q72 45% 35% 37% 14% 21% 50% 50% 14% 52% 62% 37% 8% 32% 67% 26% 53% 53% 41% 20%
Q76 57% 48% 59% 22% 42% 54% 46% 61% 66% 73% 60% 54% 68% 87% 48% 60% 46% 40% 60%
Q77 43% 41% 50% 32% 35% 52% 34% 22% 43% 74% 39% 23% 37% 54% 32% 54% 50% 43% 43%
Q83 50% 34% 42% 18% 52% 54% 53% 20% 53% 73% 43% 17% 30% 44% 39% 58% 43% 37% 27%
Qg4 55% 46% 60% 46% 54% 58% 45% 35% 55% 55% 40% 27% 52% 49% 36% 65% 57% 51% 37%
Q85 56% 47% 56% 48% 48% 58% 49% 36% 52% 65% 40% 24% 45% 48% 45% 62% 54% 49% 48%
Q88 57% 39% 54% 41% 57% 49% 56% 40% 66% 68% 49% 37% 57% 71% 44% 54% 54% 41% 53%
Q100 37% 35% 33% 30% 31% 51% 35% 34% 14% 40% 21% 26% 34% 58% 46% 25% 36% 25% 28%
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Q101 56% 46% 47% 27% 56% 73% 59% 54% 65% 63% 48% 31% 59% 69% 49% 65% 53% 55% 38%
Q102 61% 56% 48% 36% 57% 71% 54% 48% 50% 71% 49% 44% 50% 74% 58% 55% 48% 44% 44%
Q103 84% 85% 57% 76% 43% 79% 42% 74% 43% 94% 57% 65% 74% 84% 80% 33% 66% 33% 76%
Qlo4 55% 65% 53% 50% 68% 97% 73% 70% 66% 78% 54% 65% 72% 88% 83% 53% 62% 53% 70%
Q110 61% 48% 57% 31% 58% 48% 66% 26% 46% 61% 42% 23% 38% 50% 30% 53% 48% 48% 36%
Ql11 39% 24% 34% 25% 44% 37% 35% 12% 33% 51% 26% 11% 32% 48% 43% 46% 46% 39% 31%
Ql12 41% 39% 46% 42% 41% 34% 35% 30% 41% 50% 36% 23% 38% 44% 46% 47% 33% 28% 41%
Q113 31% 29% 32% 22% 44% 32% 24% 14% 31% 39% 30% 20% 35% 48% 33% 49% 35% 33% 29%
Qli14 2% 22% 24% 15% 32% 30% 17% 11% 36% 39% 22% 18% 37% 50% 33% 41% 36% 32% 29%
S40 34% 26% 34% 38% 29% 29% 52% 21% 45% 49% 27% 11% 31% 73% 49% 59% 34% 37% 29%
S42 80% 41% 80% 80% 41% 59% 80% 41% 41% 80% 41% 0% 41% 80% 80% 41% 41% 41% 80%
S44 55% 41% 41% 13% 38% 20% 40% 16% 61% 59% 43% 11% 22% 66% 18% 30% 27% 28% 23%
S46 55% 33% 29% 22% 37% 29% 38% 22% 55% 60% 51% 22% 39% 56% 33% 34% 36% 27% 31%
S48 51% 46% 54% 18% 39% 24% 35% 17% 46% 62% 39% 20% 38% 63% 31% 44% 26% 23% 29%
S51 34% 28% 46% 20% 24% 35% 38% 34% 49% 45% 41% 16% 40% 41% 30% 55% 43% 37% 40%
S52 53% 51% 51% 35% 48% 49% 51% 49% 44% 59% 49% 31% 43% 58% 53% 37% 45% 33% 43%
S53 46% 34% 51% 38% 61% 39% 44% 28% 48% 56% 37% 31% 44% 59% 63% 44% 42% 31% 28%
S54 41% 45% 52% 28% 39% 41% 62% 41% 52% 62% 52% 41% 41% 63% 41% 39% 39% 39% 33%
S55 75% 75% 90% 75% 75% 100% 100% 100% 85% 85% 85% 100% 100% 25% 85% 85% 85% 85% 0%
S56 54% 12% 66% 20% 34% 20% 54% 20% 54% 54% 54% 20% 20% 66% 20% 20% 20% 54% 54%
S57 59% 59% 45% 49% 54% 82% 58% 58% 68% 82% 45% 37% 58% 68% 62% 44% 44% 44% 35%
S59 38% 43% 39% 26% 43% 38% 32% 35% 51% 43% 26% 27% 26% 45% 24% 34% 31% 27% 12%
S61 46% 36% 59% 36% 33% 38% 50% 25% 46% 54% 31% 16% 41% 54% 50% 63% 48% 34% 31%
S62 44% 43% 55% 32% 29% 34% 38% 36% 55% 55% 39% 19% 53% 52% 40% 61% 47% 31% 37%
S66 44% 28% 58% 18% 23% 19% 36% 18% 50% 65% 31% 8% 47% 56% 36% 68% 45% 27% 24%
S74 30% 27% 51% 22% 34% 35% 28% 21% 37% 47% 23% 8% 31% 61% 35% 21% 17% 22% 12%
S76 34% 34% 49% 23% 27% 30% 36% 30% 53% 51% 29% 15% 44% 51% 32% 37% 29% 29% 20%
S78 36% 34% 38% 31% 43% 34% 37% 41% 52% 47% 40% 26% 36% 50% 37% 46% 45% 46% 33%
S79 SBS 52% 44% 63% 45% 52% 55% 60% 37% 46% 54% 47% 32% 53% 58% 58% 66% 64% 51% 42%
S81 100% 100% 100% 100% 100% 79% 100% 100% 100% 100% 100% 79% 100% 100% 100% 100% 100% 100% 100%
S84 33% 100% 100% 100% 100% 33% 100% 0% 33% 33% 0% 0% 0% 100% 100% 0% 0% 0% 0%
586 17% 51% 51% 51% 51% 17% 51% 0% 17% 17% 0% 0% 0% 51% 51% 0% 0% 0% 0%
S89 - - - - - - - - - - - - - - - - - - -
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Bus route satisfaction rates
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S90 50% 38% 44% 65% 36% 36% 80% 30% 50% 49% 30% 0% 44% 79% 73% 83% 52% 52% 36%
S91 33% 32% 57% 24% 24% 20% 53% 20% 67% 67% 47% 22% 55% 47% 38% 87% 66% 31% 32%
S92 28% 28% 45% 18% 18% 13% 45% 21% 66% 66% 45% 24% 66% 37% 18% 92% 65% 10% 36%
S93 65% 71% 64% 58% 52% 51% 54% 40% 62% 62% 41% 41% 54% 61% 68% 75% 76% 59% 44%
S94 49% 34% 35% 16% 24% 7% 40% 22% 53% 58% 35% 22% 32% 58% 29% 36% 29% 29% 11%
S96 40% 31% 15% 0% 0% 0% 31% 0% 40% 45% 22% 0% 18% 54% 27% 18% 9% 9% 0%
S98 51% 38% 52% 21% 43% 17% 30% 4% 60% 60% 21% 17% 29% 75% 13% 55% 37% 37% 4%

Bus stop satisfaction

Customers are more satisfied with overall bus stops in Brooklyn (56%), Manhattan (54%), and Queens
(56%), than they are in the Bronx (42%) and Staten Island (49%).

For bus stop evaluation, we only consider bus stops on routes from which we have a sample of twenty-
five or more customers. The Q16 (90%), Q64 (85%), Q28 (77%), Q76 (77%), Q34 (75%), Q15 (75%), Q15A
(74%), M79 SBS (72%), Q110 (71%), and B9 (70%) are the best rated routes for overall bus stop
satisfaction.

A deeper analysis of satisfaction by route reveals that higher overall bus stop satisfaction rates on these
routes are the result of higher satisfaction rates for the following bus stop attributes:

Q16 - cleanliness (78%), condition (75%), health safety (74%), mask wearing (70%), location
(72%).

Q64 - crowding (59%), condition (74%), crime and harassment (69%), accident safety (75%),
health safety (67%), social distancing (56%), panhandling (68%), people experiencing
homelessness (65%), people experiencing mental illness (63%), location (80%).

Q28 - crowding (58%), condition (68%), crime and harassment (65%), health safety (72%), social
distancing (59%), panhandling (70%), people experiencing mental iliness (59%), location (74%).

Q76 - cleanliness (73%), crowding (62%), crime and harassment (66%), accident safety (71%),
social distancing (63%), mask wearing (75%), location (77%).

Q34 - cleanliness (74%), condition (66%), crime and harassment (67%), accident safety (72%),
health safety (66%), mask wearing (69%), location (72%).
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Q15 - mask wearing (70%), panhandling (68%), people experiencing homelessness (68%),
location (80%).

Q15A - accident safety (73%), mask wearing (83%), panhandling (70%), people experiencing
homelessness (69%), location (80%).

M79 SBS - cleanliness (71%), crowding (63%), accident safety (71%), health safety (66%), social
distancing (60%).

B9 - cleanliness (70%), crowding (59%), condition (66%), crime and harassment (65%).

The Bx2 (34%), Bx39 (34%), B20 (33%), Bx4A (33%), B14 (32%), Q41 (31%), Q113 (30%), Bx32 (29%),
Q114 (26%), and S40 (23%) are rated the lowest by customers for overall bus stop satisfaction. Low
overall bus stop satisfaction rates on these routes is due to low satisfaction rates for the following
attributes:

Bx2 - crowding (16%), condition (25%), social distancing (20%), mask wearing (28%), people
experiencing homelessness (21%), people experiencing mental illness (19%).

Bx39 - health safety (24%), mask wearing (29%), location (35%).
B20 - cleanliness (32%), mask wearing (27%).
Bx4A - condition (21%), crime and harassment (22%), accident safety (29%), location (33%).

B14 - cleanliness (28%), crowding (12%), condition (25%), health safety (23%), social distancing
(12%), mask wearing (27%), location (34%).

Q113 - cleanliness (28%).

Bx32 - cleanliness (30%), crowding (7%), crime and harassment (21%), accident safety (21%),
health safety (21%), people experiencing homelessness (15%), people experiencing mental
illness (15%), location (19%).

Q114 - condition (26%), accident safety (35%), health safety (24%).
S40 - cleanliness (30%), crowding (13%), condition (16%).

Customers who use the following routes report lower levels of satisfaction with panhandling, people
experiencing homelessness, and people experiencing mental illness at bus stops. Additional social
service resources should be dispatched to help at bus stops on these routes:

Bx1 - people experiencing mental illness (22%).
Bx2 - people experiencing homelessness (21%) and people experiencing mental illness (19%).
Bx6 SBS - panhandling (25%).

Bx15 - panhandling (25%), people experiencing homelessness (19%), and people experiencing
mental illness (21%).
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Bx20 - panhandling (23%), people experiencing homelessness (20%), and people experiencing
mental illness (20%).

Bx32 - panhandling (22%), people experiencing homelessness (15%), and people experiencing
mental illness (15%).

Bx41 SBS - panhandling (22%), people experiencing homelessness (19%), and people
experiencing mental iliness (19%).

B65 - panhandling (26%).

M34 SBS - people experiencing homelessness (22%) and people experiencing mental illness
(20%).

M60 SBS - people experiencing homelessness (21%) and people experiencing mental illness
(21%).

M98 - panhandling (17%), people experiencing homelessness (12%), and people experiencing
mental illness (15%).

Q43 - panhandling (26%).
Q100 - panhandling (24%).
S48 - people experiencing homelessness (23%).

S74 - panhandling (17%), people experiencing homelessness (17%), and people experiencing
mental illness (17%).

Satisfaction with crime and harassment at bus stops is substantially lower in the Bronx (33%) than in
Brooklyn (48%), Manhattan (46%), Queens (49%), and Staten Island (48%). Customers who use the
following routes report low levels of satisfaction; these routes could use additional police presence at
high-volume bus stops: Bx21 (26%), Q100 (25%), Bx6 SBS (24%), Bx42 (24%), Bx15 (24%), Bx4 (23), Bx36
(22%), Bx4A (22%), Bx32 (21%), and M98 (11%).

Master Page # 321 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



m 2021 Q1 Customers Count and COVID Travel Survey

Overall bus stop
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Cleanliness of bus stops
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Condition of bus stops
(satisfaction rate by borough and highest/lowest with at least 25 respondents)

75%
° 74% 71% 69% 68% 67% 66% 66% 66% 65%
27% 27% 26% 26% 25% 25% 24% 519,

50% 52% 49% 4%
0
35%
I ........ZO%IW

> ™ O & > & O Y Qo
& & & © S ¥ PO N5 NI R AN
oS & ‘(\’86 o"g’ \(}@ o e o ‘b o P > & Q,+ > 5; ol Vo F F O
S ®7§\ © & ®
>

Crime and harassment at bus stops
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Accident safety at bus stops
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Health safety at bus stops
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Social distancing at bus stops
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Mask wearing at bus stops
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Panhandling at bus stops
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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People experiencing homelessness at bus stops
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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People experiencing mental illness at bus stops
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Location of bus stops
(satisfaction rate by borough and highest/lowest with at least 25 respondents)
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Bx1 39% 37% 20% 32% 30% 46% 31% 26% 31% 30% 24% 22% 43%
Bx2 34% 32% 16% 25% 27% 42% 28% 20% 28% 30% 21% 19% 39%
Bx3 40% 30% 23% 34% 33% 38% 31% 22% 29% 37% 25% 33% 44%
Bx4 45% 33% 24% 27% 23% 30% 29% 39% 48% 29% 29% 26% 39%
BX4A 33% 37% 24% 21% 22% 29% 30% 34% 46% 30% 30% 24% 33%
BX5 47% 43% 19% 40% 36% 43% 33% 24% 36% 38% 41% 36% 45%
BX6 39% 35% 28% 32% 27% 31% 31% 28% 44% 30% 28% 28% 42%
BX6 SBS 35% 27% 21% 26% 24% 33% 29% 27% 39% 25% 23% 25% 37%
BX7 53% 56% 40% 52% 43% 50% 43% 36% 43% 46% 44% 41% 60%
BX8 47% 48% 33% 42% 43% 63% 46% 34% 43% 48% 45% 43% 53%
BX9 44% 41% 27% 37% 39% 50% 35% 32% 39% 42% 36% 36% 51%
Bx10 54% 60% 41% 56% 54% 56% 48% 45% 50% 45% 39% 37% 59%
Bx11 39% 36% 23% 36% 30% 36% 29% 31% 32% 34% 30% 24% 36%
Bx12 38% 33% 18% 29% 26% 45% 33% 22% 30% 36% 30% 26% 44%
Bx12 SBS 41% 36% 19% 33% 32% 48% 33% 26% 33% 36% 31% 26% 47%
Bx13 35% 43% 36% 44% 37% 37% 35% 32% 37% 43% 39% 27% 41%
Bx15 39% 36% 21% 35% 24% 39% 26% 22% 26% 25% 19% 21% 45%
BX16 45% 46% 42% 47% 59% 74% 57% 56% 68% 59% 38% 38% 54%
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Bx17 40% 38% 17% 37% 32% 41% 33% 20% 36% 34% 34% 34% 40%
Bx18 52% 45% 23% 45% 64% 57% 23% 32% 47% 66% 60% 48% 58%
Bx19 43% 34% 18% 36% 34% 44% 33% 25% 35% 33% 28% 26% 46%
Bx20 42% 39% 37% 45% 33% 44% 31% 37% 35% 23% 20% 20% 49%
Bx21 42% 41% 28% 43% 26% 38% 31% 33% 38% 27% 25% 25% 45%
Bx22 49% 28% 10% 32% 33% 53% 19% 17% 26% 28% 25% 22% 47%
Bx23 62% 58% 30% 44% 57% 47% 43% 47% 43% 53% 40% 44% 64%
Bx24 88% 79% 70% 79% 77% 69% 69% 59% 73% 55% 55% 55% 95%
Bx26 51% 58% 47% 44% 39% 44% 35% 42% 48% 37% 37% 34% 63%
Bx27 52% 38% 29% 29% 28% 42% 35% 42% 52% 55% 48% 45% 47%
Bx28 39% 42% 19% 37% 35% 54% 29% 20% 32% 34% 33% 27% 40%
Bx29 78% 39% 14% 41% 41% 41% 41% 28% 43% 25% 25% 19% 45%
Bx30 45% 47% 29% 37% 40% 54% 37% 30% 32% 44% 39% 38% 50%
Bx31 60% 63% 41% 50% 38% 63% 42% 39% 63% 51% 50% 48% 63%
Bx32 29% 30% 7% 29% 21% 21% 21% 21% 35% 22% 15% 15% 19%
Bx33 39% 34% 9% 31% 25% 39% 15% 15% 15% 20% 20% 20% 39%
Bx34 45% 37% 29% 42% 47% 75% 51% 29% 41% 40% 40% 40% 67%
Bx35 45% 50% 26% 54% 44% 49% 35% 24% 36% 46% 39% 38% 54%
Bx36 46% 37% 18% 27% 22% 33% 24% 23% 29% 31% 28% 26% 40%
Bx38 42% 43% 26% 27% 35% 47% 24% 28% 31% 36% 29% 27% 54%
Bx39 34% 35% 17% 30% 33% 40% 24% 21% 29% 29% 30% 26% 35%
Bx40 37% 32% 13% 24% 29% 45% 27% 19% 32% 45% 35% 36% 40%
Bx41 49% 42% 14% 37% 38% 57% 41% 17% 40% 31% 30% 29% 49%
Bx41 SBS 38% 32% 15% 29% 34% 44% 29% 20% 30% 22% 19% 19% 38%
Bx42 36% 28% 10% 20% 24% 38% 18% 20% 31% 35% 26% 27% 31%
Bx46 78% 78% 78% 100% 100% 100% 78% 100% 78% 78% 78% 78% 78%
Bx99 58% 58% 58% 58% 58% 58% 58% 58% 58% 58% 35% 35% 58%
B1 48% 53% 39% 48% 42% 46% 41% 38% 45% 45% 42% 40% 48%
B2 60% 66% 55% 66% 69% 63% 62% 58% 62% 63% 65% 62% 67%
B3 46% 47% 41% 50% 41% 53% 40% 39% 46% 50% 46% 39% 50%
B4 47% 49% 43% 47% 42% 49% 47% 37% 39% 51% 45% 45% 46%
B6 51% 51% 36% 46% 40% 48% 40% 35% 51% 39% 39% 35% 50%
B7 68% 59% 60% 64% 62% 64% 63% 63% 71% 7% 77% 63% 65%
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B8 61% 60% 43% 55% 51% 60% 50% 40% 52% 51% 49% 44% 61%
B9 70% 70% 59% 66% 65% 67% 61% 52% 57% 54% 54% 50% 64%
B11 55% 64% 50% 58% 57% 61% 51% 42% 57% 53% 50% 48% 69%
B12 44% 33% 14% 33% 41% 45% 28% 21% 37% 37% 29% 25% 46%
B13 55% 52% 23% 53% 44% 50% 39% 26% 35% 46% 47% 38% 60%
B14 32% 28% 12% 25% 48% 39% 23% 12% 27% 34% 34% 29% 34%
B15 47% 32% 18% 31% 30% 51% 37% 22% 36% 37% 35% 23% 52%
B16 67% 58% 41% 48% 44% 55% 49% 38% 44% 51% 46% 40% 58%
B17 62% 43% 41% 51% 45% 62% 40% 37% 46% 55% 52% 45% 61%
B20 33% 32% 30% 40% 32% 41% 25% 28% 27% 40% 32% 24% 49%
B24 63% 73% 68% 77% 72% 79% 73% 70% 73% 79% 79% 79% 71%
B25 63% 60% 40% 52% 49% 57% 50% 42% 45% 40% 29% 31% 65%
B26 68% 68% 57% 61% 66% 63% 62% 55% 62% 55% 50% 54% 66%
B31 76% 72% 65% 66% 58% 58% 66% 56% 55% 65% 65% 65% 70%
B32 75% 69% 65% 75% 75% 75% 65% 65% 69% 69% 69% 59% 69%
B35 63% 50% 29% 45% 46% 55% 39% 29% 46% 41% 45% 40% 55%
B36 54% 63% 44% 59% 51% 58% 54% 33% 45% 56% 40% 35% 62%
B37 54% 51% 55% 50% 62% 61% 60% 52% 63% 68% 65% 67% 64%
B38 62% 50% 52% 56% 57% 65% 57% 54% 58% 53% 48% 46% 64%
B39 80% 89% 79% 89% 79% 84% 79% 79% 85% 79% 79% 69% 78%
B41 56% 54% 29% 45% 49% 59% 39% 31% 41% 45% 38% 33% 57%
B42 39% 38% 22% 33% 37% 41% 34% 28% 33% 51% 51% 37% 41%
B43 49% 52% 34% 49% 46% 54% 44% 39% 55% 50% 48% 39% 53%
B44 53% 57% 37% 51% 49% 58% 49% 42% 42% 42% 37% 34% 54%
B44 SBS 59% 60% 36% 53% 48% 56% 50% 38% 48% 40% 40% 37% 57%
B45 48% 47% 30% 53% 40% 50% 48% 30% 47% 34% 37% 37% 46%
B46 59% 52% 33% 46% 45% 56% 44% 33% 48% 46% 39% 35% 58%
B46 SBS 55% 53% 32% 43% 42% 54% 43% 29% 46% 38% 38% 32% 55%
B47 56% 47% 23% 39% 37% 52% 39% 23% 39% 46% 49% 40% 52%
B48 70% 59% 61% 61% 46% 70% 61% 61% 59% 66% 53% 42% 64%
B49 59% 57% 39% 53% 52% 67% 50% 41% 62% 65% 57% 45% 63%
B52 61% 58% 40% 46% 49% 46% 50% 34% 53% 39% 41% 31% 56%
B54 47% 55% 47% 41% 36% 52% 44% 41% 51% 45% 44% 38% 63%
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B57 63% 59% 33% 48% 48% 67% 52% 39% 70% 64% 67% 65%
B60 51% 57% 43% 49% 45% 49% 41% 46% 51% 50% 48% 44% 50%
B61 57% 44% 25% 41% 47% 64% 38% 33% 62% 76% 76% 62% 64%
B62 50% 60% 34% 44% 48% 54% 48% 38% 46% 49% 45% 36% 58%
B63 62% 53% 47% 58% 60% 63% 56% 43% 58% 64% 65% 57% 65%
B64 59% 61% 53% 64% 66% 69% 57% 53% 62% 60% 61% 57% 67%
B65 66% 71% 38% 69% 42% 79% 65% 42% 50% 26% 34% 34% 55%
B67 45% 40% 37% 45% 47% 57% 39% 34% 50% 68% 67% 52% 45%
B68 52% 58% 46% 63% 41% 57% 56% 47% 61% 46% 43% 39% 58%
B69 A2% 42% 40% 37% 51% 63% 39% 37% 43% 65% 65% 46% 43%
B70 46% 51% 40% 51% 51% 58% 57% 43% 54% 58% 45% 43% 56%
B74 75% 79% 79% 73% 69% 79% 75% 65% 80% 83% 79% 69% 90%
B82 57% 57% 39% 48% 42% 47% 41% 36% 47% 47% 40% 35% 61%
B82 SBS 52% 53% 33% 47% 42% 43% 35% 32% 43% 46% 39% 32% 61%
B&3 46% 40% 33% 38% 33% 45% 34% 38% 46% 43% 43% 36% 56%
B84 62% 56% 46% 56% 41% 66% 46% 57% 57% 48% 48% 33% 64%
B99 67% 67% 58% 58% 61% 79% 67% 59% 87% 67% 69% 58% 59%
B100 62% 67% 54% 67% 69% 66% 62% 59% 72% 76% 74% 71% 65%
B103 62% 63% 39% 58% 55% 67% 49% 39% 55% 58% 57% 47% 67%
M1 65% 59% 48% 64% 54% 63% 51% 47% 60% 53% 48% 43% 67%
M2 60% 60% 53% 60% 53% 64% 54% 50% 56% 48% 45% 44% 64%
M3 53% 54% 50% 52% 48% 57% 46% 43% 56% 49% 42% 40% 57%
M4 63% 61% 55% 60% 57% 64% 56% 52% 53% 51% 45% 45% 60%
M5 61% 59% 57% 56% 49% 55% 49% 51% 53% 37% 37% 37% 59%
M7 56% 57% 42% 54% 49% 53% 45% 36% 51% 43% 40% 35% 57%
M8 37% 49% 34% 37% 44% 41% 29% 32% 37% 35% 31% 31% 36%
M9 57% 44% 41% 45% 51% 53% 47% 42% 51% 36% 29% 28% 58%
M10 39% 51% 33% 35% 42% 56% 43% 26% 38% 40% 35% 33% 48%
M11 57% 61% 48% 54% 53% 62% 52% 40% 50% 44% 40% 37% 60%
M12 62% 41% 26% 30% 34% 37% 26% 26% 37% 39% 19% 19% 53%
M14A SBS 53% 49% 35% 44% 34% 50% 39% 34% 38% 32% 27% 22% 48%
M14D SBS 53% 52% 36% 55% 35% 47% 34% 37% 36% 30% 27% 22% 48%
M15 44% 47% 37% 46% 43% 55% 44% 41% 45% 37% 29% 27% 55%
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M15 SBS 48% 45% 39% 47% 41% 55% 45% 41% 45% 36% 29% 57%
M20 56% 61% 40% 60% 41% 53% 43% 36% 43% 29% 26% 22% 51%
M21 36% 57% 45% 28% 43% 50% 41% 31% 54% 41% 35% 33% 51%
M22 48% 38% 24% 40% 27% 40% 38% 34% 29% 39% 39% 27% 49%
M23 SBS 54% 46% 40% 53% 43% 55% 41% 42% 52% 35% 32% 27% 54%
M31 60% 60% 48% 57% 57% 63% 53% 45% 51% 54% 49% 46% 61%
M34 SBS 40% 45% 26% 41% 35% 44% 42% 29% 36% 28% 22% 20% 46%
M34A SBS 50% 54% 32% 56% 31% 49% 44% 37% 41% 28% 24% 22% 48%
M35 0% 0% 0% 0% 0% 26% 26% 0% 0% 0% 0% 0% 39%
M42 53% 49% 48% 48% 43% 50% 43% 32% 37% 35% 28% 28% 46%
M50 65% 56% 53% 58% 32% 45% 35% 39% 44% 32% 32% 28% 63%
M55 46% 47% 44% 52% 33% 45% 44% 35% 47% 34% 29% 29% 44%
M57 52% 70% 54% 62% 53% 64% 55% 47% 51% 49% 42% 41% 67%
M60 SBS 41% 42% 24% 40% 35% 49% 33% 27% 29% 29% 21% 21% 42%
M66 57% 68% 50% 54% 55% 65% 54% 47% 53% 47% 44% 42% 61%
M72 67% 68% 49% 64% 57% 66% 57% 45% 59% 49% 47% 41% 59%
M79 SBS 72% 71% 63% 60% 62% 71% 66% 60% 65% 49% 45% 45% 71%
M86 SBS 67% 70% 58% 61% 59% 76% 60% 56% 59% 51% 46% 46% 73%
M6 57% 54% 40% 52% 55% 65% 54% 42% 54% 50% 41% 42% 59%
M98 41% 40% 41% 39% 11% 16% 13% 14% 47% 17% 12% 15% 43%
M99 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0%
M100 42% 44% 30% 40% 39% 51% 32% 31% 39% 34% 30% 29% 45%
M101 52% 50% 41% 49% 47% 56% 44% 40% 49% 40% 34% 32% 57%
M102 52% 52% 40% 51% 42% 53% 43% 38% 52% 43% 39% 35% 58%
M103 53% 53% 44% 52% 45% 54% 47% 44% 53% 41% 35% 32% 57%
M104 65% 62% 53% 61% 49% 66% 59% 50% 54% 38% 36% 33% 64%
M106 52% 57% 43% 52% 54% 72% 52% 40% 56% 47% 44% 44% 57%
M116 52% 41% 22% 38% 26% 47% 38% 31% 36% 44% 36% 34% 57%
Ql 51% 46% 35% 43% 39% 46% 41% 34% 47% 37% 37% 37% 55%
Q2 59% 44% 34% 38% 51% 57% 38% 35% 53% 32% 36% 36% 60%
Q3 45% 37% 19% 28% 46% 53% 31% 21% 42% 39% 39% 29% 45%
Q4 44% 39% 26% 39% 44% 55% 39% 30% 38% 32% 32% 27% 43%
Q5 53% 56% 33% 54% 45% 49% 39% 23% 42% 39% 39% 37% 52%
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Q6 45% 40% 21% 32% 39% 50% 27% 21% 35% 40% 35% 38% 31%
Q7 61% 63% 40% 66% 57% 66% 66% 48% 63% 47% 48% 29% 78%
Q8 45% 47% 41% 48% 49% 61% 52% 44% 57% 57% 54% 40% 60%
Q9 65% 65% 63% 53% 65% 88% 75% 63% 88% 65% 65% 65% 76%
Q10 56% 45% 32% 48% 44% 55% 38% 40% 52% 41% 40% 38% 62%
Qi1 37% 43% 29% 40% 37% 37% 27% 28% 38% 38% 30% 25% 52%
Q12 53% 51% 48% 50% 47% 59% 53% 55% 68% 64% 62% 51% 67%
Q13 59% 50% 41% 47% 45% 55% 54% 37% 59% 64% 62% 49% 66%
Q15 75% 65% 49% 56% 57% 68% 49% 45% 70% 68% 68% 49% 79%
Q15A 74% 66% 53% 61% 55% 73% 60% 51% 83% 70% 69% 42% 80%
Q16 90% 78% 54% 75% 56% 61% 74% 49% 70% 54% 58% 59% 72%
Q17 60% 61% 44% 58% 50% 53% 47% 43% 56% 47% 38% 36% 63%
Q18 66% 70% 42% 64% 55% 60% 59% 45% 61% 56% 63% 62% 70%
Q19 39% 34% 30% 48% 28% 56% 36% 24% 53% 47% 43% 37% 53%
Q20 62% 61% 46% 53% 51% 57% 51% 37% 55% 45% 45% 39% 70%
Q21 54% 66% 45% 55% 49% 51% 42% 35% 46% 50% 49% 40% 68%
Q22 37% 69% 38% 48% 46% 45% 41% 41% 56% 37% 37% 34% 63%
Q23 45% 63% 31% 49% 58% 64% 60% 35% 48% 39% 41% 52% 51%
Q24 41% 40% 19% 36% 32% 38% 23% 30% 41% 37% 29% 24% 43%
Q25 56% 62% 36% 54% 50% 56% 47% 31% 46% 47% 43% 37% 67%
Q26 58% 58% 37% 68% 58% 58% 58% 47% 47% 47% 58% 58% 58%
Q27 66% 68% 36% 54% 52% 64% 53% 47% 52% 44% 42% 37% 70%
Q28 77% 67% 58% 68% 65% 68% 72% 59% 61% 70% 63% 59% 74%
Q29 64% 32% 34% 32% 40% 40% 33% 31% 31% 37% 37% 34% 38%
Q30 67% 58% 53% 59% 57% 57% 59% 58% 63% 52% 50% 47% 67%
Q31 62% 52% 46% 52% 54% 66% 58% 49% 68% 48% 47% 43% 61%
Q32 56% 51% 44% 49% 53% 56% 51% 48% 54% 53% 46% 45% 59%
Q33 53% 46% 31% 46% 46% 52% 46% 28% 34% 42% 29% 29% 46%
Q34 75% 74% 51% 66% 67% 72% 66% 49% 69% 62% 59% 49% 72%
Q35 52% 55% 37% 42% 55% 64% 61% 58% 61% 58% 40% 40% 61%
Q36 43% 60% 56% 37% 44% 45% 51% 45% 56% 46% 46% 44% 68%
Q37 54% 54% 26% 49% 42% 48% 40% 48% 42% 33% 31% 41% 59%
Q38 53% 59% 43% 46% 70% 71% 64% 36% 51% 59% 53% 59% 51%
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Q39 55% 47% 33% 52% 50% 49% 39% 43% 63% 55% 68% 66%
Q40 41% 46% 22% 30% 54% 63% 30% 22% 22% 41% 54% 50% 42%
Q41 31% 41% 29% 36% 36% 47% 30% 26% 36% 53% 41% 31% 45%
Q42 18% 41% 41% 61% 18% 18% 41% 64% 41% 41% 18% 18% 18%
Q43 53% 49% 25% 47% 33% 49% 36% 28% 46% 26% 27% 24% 54%
Q44 SBS 57% 50% 33% 47% 35% 48% 41% 38% 49% 37% 34% 32% 58%
Q46 65% 63% 57% 63% 58% 60% 61% 58% 59% 53% 53% 49% 67%
Q47 56% 70% 46% 71% 53% 55% 58% 33% 54% 49% 49% 52% 41%
Q48 48% 41% 36% 39% 32% 54% 36% 29% 45% 32% 32% 32% 41%
Q49 65% 63% 45% 58% 54% 59% 43% 50% 60% 46% 47% 46% 77%
Q50 60% 67% 37% 62% 55% 57% 56% 50% 50% 65% 64% 66% 65%
Q52 SBS 52% 55% 34% 53% 43% 53% 48% 36% 47% 44% 44% 38% 56%
Q53 SBS 61% 53% 34% 45% 51% 52% 43% 35% 51% 48% 43% 39% 61%
Q54 55% 57% 38% 46% 49% 51% 38% 32% 50% 44% 40% 36% 63%
Q55 60% 56% 52% 51% 58% 60% 55% 37% 49% 56% 51% 50% 72%
Q56 60% 58% 35% 49% 50% 54% 39% 29% 55% 46% 45% 42% 67%
Q58 57% 49% 28% 38% 45% 50% 45% 33% 40% 42% 36% 42% 53%
Q59 63% 54% 43% 47% 41% 52% 51% 48% 51% 53% 47% 43% 55%
Q60 58% 54% 36% 51% 50% 60% 50% 41% 52% 46% 47% 42% 57%
Q64 85% 67% 59% 74% 69% 7% 67% 56% 59% 68% 65% 63% 80%
Q65 57% 67% 50% 59% 56% 68% 49% 40% 55% 56% 51% 46% 65%
Q66 57% 42% 40% 47% 51% 61% 46% 38% 54% 49% 45% 39% 58%
Q67 59% 69% 47% 69% 57% 72% 62% 56% 59% 55% 55% 55% 49%
Q69 58% 59% 44% 65% 48% 53% 45% 38% 58% 42% 40% 37% 57%
Q70 SBS 62% 59% 65% 61% 47% 59% 51% 41% 66% 31% 42% 42% 55%
Q72 53% 45% 33% 41% 61% 61% 39% 31% 59% 60% 52% 48% 69%
Q76 77% 73% 62% 57% 66% 71% 60% 63% 75% 58% 50% 43% 77%
Q77 47% 50% 28% 37% 56% 61% 31% 30% 40% 50% 53% 53% 45%
Q83 59% 65% 39% 54% 59% 63% 35% 38% 30% 43% 43% 37% 59%
Q84 49% 55% 33% 42% 48% 51% 41% 39% 43% 60% 56% 57% 51%
Q85 51% 53% 27% 53% 52% 53% 40% 23% 41% 48% 44% 42% 58%
Q88 60% 61% 47% 49% 59% 64% 54% 53% 60% 51% 50% 43% 64%
Q100 44% 35% 25% 35% 25% 32% 24% 22% 26% 24% 27% 27% 41%
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Q101 60% 48% 45% 65% 58% 58% 58% 49% 66% 53% 53% 56% 56%
Q102 41% 40% 47% 44% 50% 57% 56% 40% 50% 52% 49% 44% 54%
Q103 36% 42% 42% 42% 33% 42% 42% 33% 42% 44% 38% 38% 47%
Q104 71% 56% 63% 73% 61% 66% 66% 61% 61% 61% 56% 56% 76%
Ql10 71% 44% 27% 44% 60% 60% 36% 27% 51% 48% 48% 48% 66%
Q111 43% 37% 23% 42% 32% 41% 38% 26% 36% 42% 38% 35% 44%
Q112 38% 36% 27% 36% 33% 33% 27% 27% 38% 29% 29% 29% 42%
Q113 30% 28% 18% 32% 33% 37% 32% 35% 41% 34% 32% 32% 42%
Q114 26% 35% 16% 26% 31% 35% 24% 32% 35% 29% 28% 27% 43%
S40 23% 30% 13% 16% 34% 59% 38% 25% 38% 61% 38% 35% 47%
S42 80% 80% 41% 80% 80% 80% 41% 0% 41% 41% 41% 41% 80%
S44 53% 40% 34% 42% 53% 60% 54% 26% 34% 42% 37% 37% 45%
S46 53% 57% 36% 41% 46% 60% 53% 31% 49% 37% 46% 39% 46%
S48 58% 56% 32% 51% 55% 67% 51% 39% 48% 36% 23% 25% 54%
S51 51% 46% 32% 38% 48% A45% 42% 39% 51% 40% 32% 28% 42%
S52 63% 63% 58% 57% 63% 63% 58% 52% 46% 53% 53% 41% 63%
S53 53% 43% 44% 56% 55% 63% 51% 53% 55% 42% 29% 26% 55%
S54 65% 52% 52% 52% 52% 63% 52% 52% 52% 39% 39% 39% 66%
S55 10% 100% 85% 85% 85% 85% 85% 85% 85% 85% 10% 10% 10%
S56 54% 54% 54% 20% 54% 54% 54% 54% 54% 54% 54% 54% 54%
S57 59% 62% 59% 59% 59% 59% 59% 38% 59% 45% 35% 35% 59%
S59 30% 38% 36% 33% 42% 51% 36% 33% 27% 32% 29% 29% 26%
S61 60% 64% 27% 42% 45% 45% 36% 22% 44% 36% 31% 31% 58%
S62 46% 61% 42% 46% 49% 49% 42% 39% 57% 40% 30% 26% 52%
S66 53% 71% 28% 53% 53% 57% 42% 32% 49% 48% 26% 26% 53%
S74 40% 39% 21% 32% 28% 30% 30% 24% 26% 17% 17% 17% 44%
S76 52% 46% 36% 44% 45% 46% 41% 35% 44% 39% 29% 24% 57%
S78 43% 42% 34% 38% 42% 41% 39% 34% 40% 38% 42% 36% 41%
S79 SBS 57% 62% 38% 56% 49% 57% 48% 44% 52% 48% 50% 45% 59%
S81 100% 100% 100% 100% 100% 100% 100% 79% 100% 100% 100% 100% 100%
S84 67% 100% 33% 33% 0% 0% 0% 0% 0% 0% 0% 0% 100%
S86 34% 51% 17% 17% 0% 0% 0% 0% 0% 0% 0% 0% 51%
S89 - - - - - - - - - - - - -
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S90 13%  37% 6% 13% 50% 74% 48% 6% 50% 88% 52% 52% 67%
S91 51% 73% 45% 53% 59% 59% 51% 35% 47% 52% 31% 23% 59%
S92 36% 80% 56% 55% 66% 66% 45% 51% 66% 57% 30% 10% 56%
S93 65% 63% 40% 56% 49% 53% 40% 40% 57% 46% 47% 47% 52%
S94 42% 31% 22% 43% 36% 53% 51% 18% 32% 41% 29% 29% 42%
S96 30% 31% 9% 31% 18% 40% 30% 0% 18% 18% 9% 9% 30%
S98 37% 38% 30% 38% 60% 60% 37% 25% 46% 55% 37% 37% 37%

Employment

Of the four customer groups, active reduced contains the greatest proportion of employed full-time
workers (63%). The lapsed group has a slightly lower rate of 56%, followed by the relapsed group (55%),
and lastly by the active group (52%). In contrast, the active group has a greater proportion of employed
part-time workers (12%) than the other groups (5% to 8%).

Among active local, limited and select bus customers who are employed, 69% are essential workers. This
rate drops substantially for the other three groups; 34% of employed active reduced customers, 29% of
employed lapsed customers, and 36% of employed relapsed customers are essential workers.

Slightly more than three in ten employed active local, limited, and select bus customers (31%) work in
health care and social assistance. This is greater than for the other groups, in which 13% to 15% are
employed in health care and social assistance. The second most common occupation among active
customers is education services at 15%. There are particularly low proportions of customers employed
in finance and insurance (4%), information (2%), professional, scientific, and technical services (6%), and
public administration (4%) among the active group (5%).

Among the active reduced group, educational services (17%), healthcare and social assistance (15%),
finance and insurance (14%), professional, scientific, and technical services (12%), and public
administration (10%) are the most common occupations.

The most common occupations for the lapsed group are educational services (18%), finance and
insurance (16%), healthcare and social assistance (13%), and professional, scientific, and technical

services (13%).
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For the relapsed group, educational services (19%), finance and insurance (14%), healthcare and social
assistance (13%), professional, scientific, and technical services (11%), and public administration (10%).
are the occupations with the greatest proportion of group constituents.

There is a dramatic difference in work location status between the active and the other three groups.
Half of employed active customers (50%) indicate that their work location never closed. Slightly less
than one-quarter of employed active customers (23%) indicate their work location is completely open (it
has already reopened). This is in contrast to the other three groups in which 19% to 23% say their work
location never closed, and 6% to 10% who say their work location is completely open.

Among the four groups, active reduced has the greatest proportion of members (19%) who indicate
their work location is open some of the time. This rate is 11% to 15% for the other groups.

Between 24% and 26% of customers in the active reduced, lapsed, and relapsed groups say their work
location is open but they have not yet returned. Only 5% of the active group say their work location is
open but they have not yet returned.

The same pattern holds for customers whose work locations are closed but will reopen in the same
location. Between 23% and 29% of employed active reduced, lapsed, and relapsed groups fall into this
category, but only 7% of employed active customers work in locations that are closed but will reopen in
the same location.

Workers from the lapsed group say their work location will reopen in April, May, or June 2021 at a
slightly lower rate (22%) than the active (29%) and active reduced (28%) groups. Relapsed workers
indicate their work location will reopen in April, May, or June 2021 at the greatest rate of the four
groups (39%).

Workers from the active reduced and relapsed groups say their work location will reopen in July, August,
or September 2021 at a slightly lower rate (40%) than the other two groups (46% to 48%).

By the end of September 2021, 77% of active, 68% of active reduced, 71% of lapsed, and 78% of
relapsed customers, whose work location is closed, say it will reopen. By the end of 2021, these rates
increase to 83% of active, 81% of reduced active, 74% of lapsed, and 83% of relapsed customers.

Members of the active reduced group who are employed in closed work locations do not know when
their work locations will reopen at the greatest rate (24%) of the four groups. This is followed by the
lapsed group (21%), the relapsed group (17%), and the active group (14%).

Referring back to their employment experience before the COVID pandemic, a slightly higher rate of
active (11%) and active reduced (11%) customers worked from home all the time compared to lapsed
(8%) and relapsed (8%) customers. The proportion of active customers who never worked from home
before COVID is 63%, which is larger than the rates for active reduced (57%), lapsed (54%), and relapsed
(59%) customers.

Current work from home proportions reinforce the impact the COVID pandemic has had on local,
limited, and select bus ridership, as the need to use the bus to commute to and from work has been
eliminated for many. Among employed lapsed customers, 73% are working from home all the time. The
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rate drops slightly for relapsed customers to 66%. Among employed active reduced customers, 62% are
currently working from home all the time. This rate is only 14% for employed active customers. Since
these customers are using the bus as often as they did before COVID, they are substantially less likely to
be working from home.

Active reduced customers are more likely to usually work from home. They indicate they are usually
working from home at a rate of 16% compared to the other three groups, which have rates of 6% to 9%.

Customers in the active group indicate they currently never work from home at a much greater rate of
52% compared to the other groups with rates between 8% and 13%.

Local, limited, and select bus customer employment status
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Local, limited, and select bus customer top occupations
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Local, limited, and select bus customer work location status
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Local, limited, and select bus customer
anticipated work location reopening date
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Local, limited, and select bus customer
pre-COVID work from home frequency
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Primary Trip Purpose

Slightly less than half of active and active reduced customers (48%) cite traveling to work as their
primary trip purpose. The second most common primary trip purpose among customers currently using
local, limited, and select buses is medical or health need (17%). Some customers are using the buses to
go shopping (9%), to visit a friend or relative (6%), for non-medical personal business or errands (5%),
and to access recreation, entertainment and/or dining (5%).

Local, limited, and select bus customer primary trip purpose

Traveling to work - | <<
Medical or health need for yourself or someone else _ 17%
Shopping - 9%

To visit a friend or relative - 6%
Non-medical personal business or errand - 5%
Recreation, entertainment, and/or dining - 5%

Traveling to school . 2%
Traveling while at work I 1%

Religious or community event I 1%

Other - 4%

Alternative Modes

Customers who are currently using local, limited, and select buses, in the active (45%) and active
reduced (37%) groups, are using the subway instead of buses more than lapsed (25%) and relapsed
(30%) customers for trips made by bus before COVID.

Active customers are replacing local, limited, and select bus trips with express bus trips at a slightly
greater rate (13%) than the other three groups (8% to 9%).

Some customers are using paratransit instead of the bus. Among the active group, 6% have replaced a
trip they made by bus before COVID with a paratransit trip. Similarly, 5% of the lapsed group and 7% of
the relapsed group report using paratransit instead of the bus. Only 2% of the active reduced group
have replaced a bus trip with paratransit.

Between 5% and 7% of local, limited, and select bus customers, regardless of group, are using another
train or light rail. A large number of these customers are travelers from within New York City who are
using Metro-North or the Long Island Railroad.
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A larger proportion of lapsed (31%) and relapsed (29%) customers are driving personal vehicles they
own for trips made by bus before COVID, compared to active (11%) and active reduced (17%)
customers.

Relapsed customers are driving borrowed personal vehicles instead of taking the bus at a greater rate
than the other groups (8%). The active group has the lowest proportion at 4%. In the other two groups
6% of customers report driving a borrowed personal vehicle instead of taking the bus during the COVID
pandemic.

Between 18% and 20% of active reduced, lapsed, and relapsed customers are getting a ride as a
passenger in a personal vehicle for some pre-COVID bus trips. The rate drops to 13% for active
customers.

Active reduced customers are more likely to use for hire vehicles for trips made by bus before COVID.
Slightly less than two in five (39%) say they are using for hire vehicles. Relapsed customers are using for
hire vehicles at slightly lower rate of 35%. Active and lapsed customers indicate they are using for hire
vehicles instead of buses at rates of 28% and 29%.

Some customers are replacing bus trips with ferry trips. Regardless of group, 4% to 6% are using a ferry
instead of the bus.

Across all four groups, 6% to 8%% say they use bicycles or scooters instead of local, limited, and select
buses.

More than half of active reduced customers (53%) walk instead of using the bus for some trips made by
bus before COVID. More than one-third of other groups (36% to 40%) indicate they walk instead of the
using the bus. For trips replaced with walking, our assumption is that these customers have altered their
destinations to be within walking distance, are combining walking with another mode, or are taking long
walks.

Between 11% and 16% of customers, depending on the group, indicated they are not replacing bus trips
with any other modes.
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Modes used for trips made by local, limited,
and select bus before COVID
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COVID and crime concerns

In general, customers who are currently using buses, in the active and active reduced groups, are very
concerned about COVID-related issues at lower rates than those who have not been using buses, in the
lapsed group. This has been constant in the comparison of active to lapsed customers for COVID-related
concerns since we began surveying after the onset of the pandemic in 2020 Q2. These results continue
to confirm that the actual experience of using buses tends to be less concerning than the anticipated
experience. This is essential to ensuring that New Yorkers reestablish their transit use habits.

Among COVID-related issues, mask wearing continues to be most concerning to customers. Among
active and active reduced customers, 70% and 75% are very concerned. Lapsed customers are very
concerned at a rate of 84%. This is the greatest very concerned rate of all COVID-related issues and
across all four customer groups. Among relapsed customers, 80% are very concerned.

Across all four groups, customers are least concerned with cleanliness. Only 55% of active and 57% of
active reduced customers are very concerned about cleanliness as ridership increases. 69% of lapsed
and 65% of relapsed customers are very concerned about cleanliness when they return to the subway.

Lapsed (70%) and relapsed (69%) customers are slightly more concerned about crime and harassment
than customers currently using buses in the active (63%) and active reduced (66%) groups. The margin
between active and lapsed customers is least for crime and harassment — only seven percentage-points.

Master Page # 344 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



m 2021 Q1 Customers Count and COVID Travel Survey 117
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Demographics

African-American or Black customers account for 41% of the active group in contrast to the active
reduced (36%), lapsed (22%),and relapsed (37%) groups

For ethnicity, 35% of the active group identify as Latino or Hispanic compared to 31% of the active
reduced, 25% of the lapsed group, and 29% of the relapsed group.

The proportion of white customers in the lapsed group is larger than for any of the other three groups.
Slightly more than half of the lapsed group (53%) are white compared to 44% to 45% in the other
groups.

In the active group, there is a slightly lower rate of Asian customers (16%), compared to the other
groups with rates of 23% to 25%.
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The racial/ethnicity composition of the relapsed group is very similar to the racial/ethnicity composition
of the active reduced group.

The average annual household income of active local, limited, and select bus customers is substantially
lower than the average annual household income of other groups. Average annual household income of
the active group is about $63,000, in contrast to $84,000 for the active reduced group, $99,000 for the
lapsed group, and $92,000 for the relapsed group.

Customers in the active and active reduced groups have less access to vehicles. On average, there are
only 0.4 vehicles available per household among customers in both the active and active reduced
groups. Average vehicles available per household for the lapsed group is 1.0 and for the relapsed group
is 0.9 vehicles per household.

The lapsed group is slightly older with an average age of 51 compared to the active (49), active reduced
(46), and relapsed (47) groups.

Local, limited, and select bus customer race and ethnicity
(multiple responses permitted)
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Local, limited, and select bus customer
income, vehicles available, age, and gender
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Express Bus

Satisfaction status

Overall service satisfaction is at 62%, which is forty-eight percentage-points greater than the
dissatisfaction rate of 14%. Overall bus stop satisfaction is at 67%, which is fifty-five percentage-points
greater than the dissatisfaction rate of 12%.

Of the thirty bus attributes customers rate on the survey, the satisfaction rates for all but five of them
indicate that the majority of customers are satisfied.

Mask wearing on buses is the most important attribute to customers. Slightly more than two-thirds of
customers (68%) are satisfied. A similar proportion (67%) are satisfied with mask wearing at bus stops,
but customers do not consider this as important as mask wearing on buses — it is the twentieth most
important attribute.

Crime and harassment on buses and at bus stops are the second and fourth most important attributes.
Customers indicate they feel more satisfied onboard buses (80%) than they feel waiting at bus stops
(70%). Only 5% and 7% of customers are dissatisfied with crime and harassment on buses and at bus
stops, respectively.

Health safety on buses, how safe customers feel from contracting COVID, is the third most important
attribute to express bus customers with a satisfaction rate of 63%. Health safety at bus stops is less
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important to customers. It is the twelfth most important attribute with the same satisfaction rate of
63%.

Accident safety, how safe customers feel from getting injured, is the fifth most important attribute on
buses and the eighth most important at bus stops. On buses, 81% of customers are satisfied. This is the
greatest satisfaction rate of any of the thirty express bus attributes. At bus stops, 70% of customers are
satisfied.

Bus drivers are the sixth most important attribute. Historically, customers have shown appreciation for
their bus drivers by giving them high satisfaction ratings. This trend continues, as more than three-
quarters of customers (76%) are satisfied with bus drivers. Only 8% are dissatisfied.

Express bus system satisfaction rates
(among active and active reduced customers - in order of importance)

Mask wearing on buses (1) 18%
Crime and harassment on buses (2) 5%
Health safety on buses (3) 16%
Crime and harassment at bus stops (4) 7%
Accident safety on buses (5) 4%
Bus drivers (6) 8%
Social distancing on buses (7) 23%
Accident safety at bus stops (8) 5%
Waiting time (9) 24%
Cleanliness of buses (10) 19%
Crowding on buses (11) 20%
Health safety at bus stops (12) 12%
Travel time (13) 15%
Hours of operation (14) 29%
Communication during delays on buses (15) 24%
Location of bus stops (16) 10%
Cost of aride (17) 46%
People experiencing mental illness on buses (18) 6%
Unexpected delays (19) 25%
Mask wearing at bus stops (20) 15%
People experiencing homelessness on buses (21) 4%
People experiencing mental illness at bus stops (22) 8%
Panhandling on buses (23) 5%
People experiencing homelessness at bus stops (24) 8%
Panhandling at bus stops (25) 8%
Social distancing at bus stops (26) 17%
Condition of bus stops (27) 13%
Cleanliness of bus stops (28) 16%
Crowding at bus stops (29) 15%
Announcements on buses (30) 24%
Overall service 14%
Overall bus stop 12%

M Satisfied Neutral Dissatisfied

Master Page # 348 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



m 2021 Q1 Customers Count and COVID Travel Survey 121

Customers consider social distancing on buses to be very important. It is the seventh most important
attribute out of the thirty on the survey. Slightly more than half of customers (57%) are satisfied. This
attribute is naturally correlated with crowding on buses, which is the eleventh most important attribute
to customers. Not surprisingly, the percentage of satisfied customers is similar with a 55% satisfaction
rate. Social distancing and crowding at bus stops are much less of a concern to customers — they are the
twenty-sixth and twenty-ninth most important.

The ninth most important, waiting time, is a pre-COVID traditional high-importance attribute. More than
half of customers (56%) are satisfied with waiting time.

Customers indicate cleanliness of buses is the tenth most important attribute. About six in ten
customers (61%) are satisfied with the cleanliness of buses, compared to 19% who are dissatisfied.

Satisfaction changes

Overall service and overall bus stop satisfaction did not change by statistically significant margins from
2020 Q3 to 2021 Q1. Further, none of the attributes on the survey decreased by a statistically significant
margin.

Customer satisfaction with mask wearing increased. On buses satisfaction went up by 10.9 percentage-
points, and at bus stops by 13.2 percentage-points. This is important since customers consider mask
wearing on buses to be the most important attribute.

Customers are more satisfied with people experiencing homelessness at bus stops. Satisfaction
increased by 11.1 percentage-points.

Satisfaction with crime and harassment at bus stops has improved over the past six months by 9.3
percentage-points.

Though few express bus stops have been changed, customers became more satisfied with the location
of bus stops by 8.3 percentage-points.

Waiting time satisfaction increased by 8.0 percentage-points. During pre-COVID operations, an
improvement like this would have likely led to a sizeable improvement in overall service satisfaction.

Customers are finding it easier to social distance on buses. Satisfaction with social distancing on buses
increased by 6.9 percentage-points.

Satisfaction with bus stop cleanliness improved by 6.3 percentage-points over the past six months.
Satisfaction with communications during delays on buses improved by 5.6 percentage-points.

The eighth most important attribute, accident safety at bus stops, improved. Customers report a 4.9
percentage-point increase in satisfaction.
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Express bus system satisfaction rates
six-month percentage-point change

(2020 Q3 to 2021 Q1)
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Health safety on buses
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Social distancing at bus stops
Travel time

Crime and harassment on buses
Announcements on buses

Bus drivers

Cleanliness of buses

People experiencing homelessness on buses
Crowding on buses

Health safety at bus stops
Hours of operation

Crowding at bus stops

Cost of a ride

Unexpected delays

+4.1
+2.9
+2.5
+2.3
+2.2
+1.6
+1.6
+1.5
+1.0
+0.3
+0.2
-0.6
-0.7
-1.5
-1.8

Overall service -4.1
Overall bus stop +1.9

Gray shading indicates a statistically insignificant change at the 95% confidence level. Satisfaction with people experiencing
mental illness and panhandling were not asked on the 2020 Q3 survey, so changes are not reported for these attributes.

Route Satisfaction

122

Customers are more satisfied with overall service in the Bronx (67%), Brooklyn (71%), and Queens (66%),

than they are on Staten Island (56%).

For route-level evaluation, we only consider routes from which we have a sample of ten or more

customers. SIM26 (93%), QM 16 (92%), X28 (86%), BxM2 (85%), BM1 (83%), X27 (80%), SIM3c (79%),

BxM8 (78%), X38 (78%), and BM3 (77%) are the best rated routes for overall service satisfaction.

A deeper analysis of satisfaction by route reveals that higher overall service satisfaction rates on these

routes are the result of higher satisfaction rates for the following bus service attributes:
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SIM26 - unexpected delays (82%), hours of operation (82%), crime and harassment (100%),
accident safety (100%), mask wearing (87%), bus drivers (100%), people experiencing
homelessness (87%), and people experiencing mental illness (87%).

QM16 - waiting time (93%), travel time (93%), unexpected delays (84%), hours of operation
(73%), cleanliness (84%), announcements (70%), crowding (100%), crime and harassment
(100%), accident safety (100%), health safety (86%), social distancing (79%), mask wearing
(93%), and bus drivers (100%).

X28 - travel time (67%), unexpected delays (51%), mask wearing (79%), and bus drivers (87%).

BxM2 - hours of operation (65%), accident safety (88%), health safety (81%), social distancing
(75%), panhandling (84%), and people experiencing homelessness (84%).

BM1 - unexpected delays (53%), cleanliness (77%), announcements (57%), crowding (89%),
crime and harassment (93%), accident safety (93%), health safety (89%), social distancing (89%),
mask wearing (93%), bus drivers (89%), communication during delays (62%), panhandling (91%),
people experiencing homelessness (91%), and people experiencing mental illness (91%).

X27 - travel time (69%), and crime and harassment (92%).

SIM3c - waiting time (88%), hours of operation (66%), cleanliness (95%), crowding (78%), health
safety (75%), social distancing (80%), and mask wearing (83%).

BxM8 - waiting time (62%), travel time (79%), crowding (78%), crime and harassment (92%),
accident safety (97%), health safety (80%), social distancing (72%), panhandling (88%), and
people experiencing homelessness (88%).

X38 - waiting time (60%), travel time (75%), unexpected delays (47%), announcements (69%),
crowding (73%), bus drivers (87%), and people experiencing mental illness (89%).

BM3 - waiting time (75%), travel time (73%), unexpected delays (66%), cleanliness (80%), social
distancing (78%), mask wearing (83%), and communication during delays (58%).

The BM2 (51%), QM6 (50%), SIM22 (48%), SIM8 (48%), BM5 (46%), SIM1 (44%), QM11 (43%), SIM3
(37%), SIM4c (21%), and QM7 (18%) are rated the lowest by customers for overall service satisfaction.
Low overall service satisfaction rates on these routes is due to low satisfaction rates for the following
attributes:

BM2 - waiting time (37%), travel time (47%), hours of operation (36%), crime and harassment
(68%), and panhandling (67%).

QM6 - waiting time (39%), hours of operation (39%), crime and harassment (68%), accident
safety (75%), health safety (52%), bus drivers (60%), communication during delays (32%),
panhandling (58%), people experiencing homelessness (58%), and people experiencing mental
illness (48%).
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SIM22 - waiting time (43%), travel time (43%), unexpected delays (11%), cleanliness (32%),
health safety (46%), mask wearing (58%), and people experiencing homelessness (22%).

SIMS8 - unexpected delays (33%), hours of operation (42%), announcements (14%), crowding
(45%), health safety (45%), social distancing (48%), and bus drivers (67%).

BMS - waiting time (30%), travel time (51%), unexpected delays (24%), hours of operation (36%),
cleanliness (46%), accident safety (64%), bus drivers (61%), and communication during delays
(37%).

SIM1 - cleanliness (50%), crowding (33%), social distancing (34%), and bus drivers (68%).

QM11 - waiting time (45%), unexpected delays (30%), hours of operation (20%), announcements
(35%), crime and harassment (70%), accident safety (70%), mask wearing (54%), bus drivers
(59%), and communication during delays (25%).

SIM3 - waiting time (16%), travel time (27%), unexpected delays (20%), hours of operation
(21%), cleanliness (37%), announcements (15%), crowding (21%), crime and harassment (54%),
accident safety (66%), social distancing (28%), mask wearing (59%), communication during
delays (28%), panhandling (66%), people experiencing homelessness (62%), and people
experiencing mental iliness (50%).

SIMA4c - waiting time (22%), travel time (45%), unexpected delays (16%), hours of operation
(33%), crowding (25%), crime and harassment (71%), accident safety (73%), health safety (51%),
social distancing (45%), and communication during delays (32%).

QM7 - waiting time (48%), unexpected delays (9%), hours of operation (19%), cleanliness (31%),
announcements (25%), crowding (34%), crime and harassment (70%), accident safety (70%),
health safety (34%), social distancing (34%), mask wearing (34%), bus drivers (64%), panhandling
(61%), people experiencing homelessness (54%), and people experiencing mental illness (54%).

Overall service
(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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Waiting time
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Hours of operation
(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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Cleanliness of buses
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Announcements on buses
(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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Crowding on buses

(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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Crime and harassment on buses

(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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Accident safety on buses
(satisfaction rate by borough and highest/lowest with at least 10 respondents)

100%100% g70;
94% 93% 909 89% 8o 88% 88%
79% 81% 80% 82%
75% 73% 73% 72% 72% 70% 70%
66% 65% 64%

o o @ o 3 9 > & O
& ° T & xS & o5 S
<z>‘°6*&z\e\7’:§o@%+o,\@ o,\‘“g\*\@“ *\S\Q*\QF\OQ‘“@@@
%«00-00
&

Master Page # 355 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



m 2021 Q1 Customers Count and COVID Travel Survey 128

Health safety on buses
(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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Social distancing on buses
(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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Mask wearing on buses
(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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Bus drivers

(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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Communication during delays on buses
(satisfaction rate by borough and highest/lowest with at least 10 respondents)

73% 72% 66%
o
62% 61% 60% 58% 58% 57% 55%
48% 49% 49% 48%
0,
38% 38% 37% 349, 3395 3296 32% )8

J '\« > Q > O OO 02
SR 2 > SHRE
Q}o ‘Osb Q/Q' \c,\’b % \@ ‘—)\® @ @ 15\ ‘—}Q QJ® q@ (o3 Q;S § Q) + ‘b+® O— A\ “)\® § q@
R0 &
5>

Panhandling on buses
(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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People experiencing homelessness on buses
(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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People experiencing mental iliness on buses
(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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Cost of aride
(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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Bus route satisfaction rates
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BxM1 60% 51% 54% 32% 50% 55% 48% 50% 69% 65% 58% 56% 61% 67% 46% 63% 65% 65% 30%
BxM2 85% 57% 55% 37% 65% 68% 52% 66% 88% 88% 81% 75% 76% 72% 42% 84% 84% 80% 40%
BxM3 61% 51% 53% 33% 46% 74% 66% 74% 89% 84% 84% 84% 81% 81% 51% 74% 79% 79% 36%
BxM4 72% 57% 66% 23% 59% 84% 71% 67% 8% 85% 71% 69% 82% 88% 73% 69% 70% 65% 35%
BxM6 56% 43% 60% 43% 53% 64% 54% 47% 70% 77% 54% 50% 64% 73% 46% 60% 62% 59% 26%
BxM7 62% 58% 66% 36% 55% 60% 50% 44% 79% 78% 58% 36% 63% 62% 38% 73% 73% 68% 28%
BxM8 79% 62% 79% 37% 56% 72% 48% 78% 92% 97% 80% 72% 78% 76% 48% 88% 88% 78% 60%
BxM9 76% 63% 65% 46% 80% 46% 36% 52% 86% 88% 62% 66% 51% 75% 33% 69% 69% 63% 32%
BxM10 61% 55% 78% 34% 53% 80% 62% 71% 83% 78% 79% 66% 76% 68% 51% 92% 89% 84% 29%
BxM11 68% 50% 74% 44% 61% 67% 57% 66% 78% 72% 65% 63% 76% 75% 61% 76% 76% 73% 48%
BxM18 68% 73% 73% 53% 62% 68% 44% 59% 59% 80% 80% 80% 59% 48% 33% 72% 72% 59% 54%
BM1 84% 53% 60% 53% 53% 77% 57% 89% 93% 93% 89% 89% 93% 89% 62% 91% 91% 91% 60%
BM2 51% 37% 47% 34% 36% 55% 55% 65% 68% 79% 60% 51% 82% 68% 52% 67% 71% 65% 42%
BM3 77% 7% 73% 66% 57% 80% 54% 65% 86% 83% 75% 78% 83% 86% 58% 64% 69% 69% 30%
BM4 62% 52% 51% 32% 54% 55% 36% 53% 81% 92% 64% 64% 89% 78% 55% 81% 81% 63% 51%
BMS5 47% 30% 51% 24% 36% 46% 48% 52% 73% 64% 65% 58% 67% 61% 37% 80% 80% 80% 34%
vl 75% 91% 91% 77% 91% 59% 59% 53% 68% 59% 68% 53% 59% 100% 38% 52% 29% 29% 61%
QM2 63% 58% 53% 51% 42% 61% 43% 59% 86% 81% 60% 69% 73% 74% 49% T74% T77% 77% 34%
QM3 62% 100% 71% 34% 34% 100% 62% 100% 100% 100% 71% 100% 100% 100% 100% 34% 34% 34% 71%
Qav4 72% 78% 77% 73% 63% 57% 43% 47% 87% 73% 58% 62% 57% 71% 57% 77% 77% 77% 24%
QM5 62% 50% 49% 54% 63% 82% 46% 43% 88% 82% 82% 58% 76% 80% 45% 78% 79% 68% 29%
Qamé 51% 39% 58% 41% 39% 70% 38% 52% 68% 75% 52% 70% 70% 60% 32% 58% 58% 48% 32%
am7 18% 48% 55% 9% 19% 31% 25% 34% 70% 70% 34% 34% 34% 64% 55% 61% 54% 54% 15%
QM8 100% 82% 73% 28% 55% 73% 55% 100% 100% 100% 100% 100% 100% 100% 73% 100% 100% 100% 28%
QM10 63% 63% 81% 46% 0% 63% 26% 63% 81% 81% 81% 81% 81% 81% 46% 81% 81% 81% 20%
Qvil 44% 45% 62% 30% 20% 62% 35% 70% 70% 70% 62% 54% 54% 59% 25% 70% 70% 70% 74%
Qami12 62% 62% 62% 25% 62% 62% 100% 100% 100% 100% 100% 100% 62% 62% 62% 100% 100% 100% 62%
Qam1s 67% 39% 44% 52% 44% 50% 55% 47% 58% 73% 59% 39% 68% 51% 38% 79% 60% 48% 8%
QM16 93% 93% 93% 84% 73% 84% 70% 100% 100% 100% 86% 79% 93% 100% 55% 68% 68% 68% 73%
Qam17 26% 49% 36% 14% 0% 26% 26% 26% 48% 72% 48% 26% 26% 49% 26% 49% 49% 26% 0%
QMmi18 69% 100% 17% 69% 17% 69% 69% 69% 100% 100% 69% 69% 69% 69% 69% 69% 69% 69% 17%
Qm20 63% 53% 59% 38% 61% 57% 51% 63% 77% 77% 66% 53% 66% 88% 55% 69% 69% 63% 30%
am21 47% 47% 47% 50% 23% 47% 0% 100% 100% 100% 74% 100% 74% 74% 26% 100% 100% 100% 50%
am24
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Bus route satisfaction rates
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am25 74% 7A% 74% 57% 7A% 4% 65% 74% 84% 84% 74% 74% 72% 100% 65% 67% 82% 82% 53%
Qm31 47% 47% AT% 4T% 24% 24% 24% 47% 47% 47% 4T% 47% 47% T6% 47% 47% 4A7% 47% 47%
QMm32 92% 92% 82% 48% 69% 57% 61% 74% 83% 100% 48% 57% 56% 69% 52% 66% 66% 66% 44%
Qm34 78% 78% 86% 100% 64% 100% 56% 78% 100% 100% 78% 78% 100% 100% 78% 78% 78% 78% 44%
QM35 56% 41% 56% 39% 0% 23% 23% 56% 56% 56% 15% 48% 41% 85% 23% 41% 41% 41% 15%
aMm36
QM40 100% 68% 100% 68% 17% 100% 100% 100% 100% 100% 100% 100% 100% 100% 68% 100% 100% 100% 17%
Qm42 100% 100% 100% 84% 18% 100% 0% 51% 67% 67% 67% 51% 67% 100% 18% 100% 100% 100% 51%
QMm44 81% 44% 33% 20% 33% 62% 70% 42% 81% 81% 81% 53% 73% 73% 44% 70% 57% 29% 33%
X27 80% 56% 69% 46% 60% 62% 47% 48% 92% 78% 75% 59% 70% 78% 47% 77% 78% 73% 32%
X28 86% 58% 67% 51% 54% 71% 53% 64% 82% 82% 62% 65% 79% 87% 44% 78% 78% 73% 33%
X37 62% 54% 67% 39% 46% 43% 36% 34% 74% 84% 54% 36% T72% 72% 41% 59% 73% 64% 10%
X38 78% 60% 75% 47% 54% 56% 69% 73% 83% 78% 55% 65% 55% 87% 34% 73% 82% 89% 29%
X63 83% 83% 83% 83% 83% 83% 66% 66% 100% 83% 83% 83% 100% 100% 83% 83% 83% 83% 52%
X64 100% 18% 18% 0% 0% 100% 67% 67% 100% 85% 100% 100% 67% 100% 52% 67% 67% 67% 18%
X68 80% 80% 80% 35% 27% 82% 91% 62% 80% 80% 81% 44% 44% 80% 71% 80% 80% 80% 53%
SIM1 45% 53% 63% 43% 64% 50% 57% 33% 79% 86% 56% 34% 62% 68% 52% 72% 80% 80% 18%
SIM1c 57% 54% 60% 42% 63% 63% 51% 40% 64% 88% 52% 39% 48% 77% 60% 72% 67% 67% 21%
SIM2 74% 60% 76% 45% 24% 64% 25% 47% 100% 83% 70% 58% 76% 100% 66% 89% 65% 65% 7%
SIM3 38% 16% 27% 20% 21% 37% 15% 21% 54% 66% 55% 28% 59% 73% 28% 66% 62% 50% 11%
SIM3c 79% 88% 66% 43% 66% 95% 47% 78% 84% 72% 75% 80% 83% 74% 53% 55% 55% 51% 15%
siM4 69% 49% 100% 39% 87% 56% 33% 56% 69% 69% 69% 44% 56% 100% 26% 69% 69% 69% 13%
SIM4c 22% 22% 45% 16% 33% 78% 51% 25% 71% 73% 51% 45% 78% 69% 32% 83% 93% 82% 3%
SIM4x 100% 100% 100% 72% 100% 67% 67% 100% 100% 100% 78% 78% 78% 83% 67% 100% 100% 100% 46%
SIM5 45% 68% 64% 23% 36% 31% 32% 64% 77% 55% 55% 64% 100% 100% 35% 55% 55% 55% 23%
SIM6 52% 54% 44% 34% 46% 41% 26% 38% 71% 80% 34% 44% 45% 68% 41% 59% 59% 56% 21%
sIM7 65% 65% 65% 48% 65% 65% 32% 48% 65% 83% 65% 48% 48% 83% 50% 83% 83% 65% 15%
siM8 48% 62% 62% 33% 42% 56% 14% 45% 79% 85% 45% 48% 62% 67% 58% 79% 90% 90% 23%
SIM8x 60% 74% 55% 43% 59% 60% 45% 59% 74% 74% 59% 45% 31% 56% 32% 61% 61% 46% 45%
SIM9 82% 82% 82% 82% 63% 63% 52% 82% 100% 100% 63% 63% 82% 100% 82% 100% 100% 82% 63%
SIM10 52% 67% 47% 54% 44% 53% 29% 50% 80% 86% 63% 65% 60% 90% 48% 79% 86% 83% 7%
SImM11 72% 53% 60% 52% 55% 27% 35% 52% 60% 62% 52% 52% 52% 91% 33% 73% 73% 64% 25%
SIM15 69% 100% 100% 37% 47% 84% 11% 73% 100% 100% 100% 89% 89% 85% 58% 68% 68% 68% 16%
SIM22 49% 43% 43% 11% 43% 32% 42% 56% 88% 94% 46% 52% 58% 68% 44% 72% 62% T72% 19%
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Bus route satisfaction rates
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SIM23 100% 100% 100% 100% 50% 50% 50% 100% 100% 100% 100% 100% 100% 100% 50% 100% 100% 100% 0%
SIM24 0% 0% 100% 100% 0% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
SIM25 67% 55% 67% 33% 49% 82% 64% 82% 89% 89% 75% 62% 62% 89% 72% 89% 89% 89% 30%
SIM26 93% 82% 46% 82% 82% 71% 28% 54% 100% 100% 47% 58% 87% 100% 23% 76% 87% 87% 30%
SIM30 28% 28% 18% 18% 48% 48% 0% 0% 82% 62% 43% 43% 0% 28% 0% 63% 82% 63% 0%
SIM31 37% 29% 44% 29% 22% 23% 23% 50% 64% 64% 37% 50% 78% 57% 8% 51% 51% 51% 0%
SIM32 79% 7% 79% 22% 79% 79% 63% 79% 100% 85% 79% 79% 56% 100% 100% 100% 100% 100% 22%
SIM33 26% 26% 16% 0% 26% 26% 0% 26% 42% 42% 26% 26% 26% 26% 26% 100% 100% 84% 26%
SIM33c 59% 43% 67% 27% 63% 43% 43% 64% 70% 86% 56% 84% 84% 64% 43% 86% 86% 86% 27%
SIM34 72% 50% 56% 38% 41% 67% 56% 60% 96% 90% 79% 52% 76% 85% 57% 90% 86% 86% 9%
SIM35 70% 64% 70% 39% 19% 68% 38% 32% 84% 100% 70% 57% 77% 74% 62% 74% 87% 87% 0%

Bus stop satisfaction

Customers are more satisfied with overall bus stops in the Bronx (69%), Brooklyn (70%), and Queens
(72%), than they are on Staten Island (62%).

133

For bus stop evaluation, we only consider bus stops on routes from which we have a sample of ten or
more customers. The QM16 (100%), SIM3c (91%), X38 (89%), SIM34 (86%), SIM2 (85%), SIM26 (80%),
X27 (79%), X28 (79%), BxM2 (78%), and BM1 (78%) are the best rated routes for overall bus stop

satisfaction.

A deeper analysis of satisfaction by route reveals that higher overall bus stop satisfaction rates on these
routes are the result of higher satisfaction rates for the following bus stop attributes:

QM16 - cleanliness (100%), condition (93%), crime and harassment (93%), accident safety
(100%), health safety (100%), social distancing (100%), mask wearing (100%), and location

(100%).

SIM3c - condition (73%) and location (87%).

X38 - crowding (83%), social distancing (76%), and people experiencing mental illness (75%).
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SIM34 - condition (85%), crime and harassment (94%), accident safety (84%), mask wearing
(78%), panhandling (86%), people experiencing homelessness (86%), people experiencing
mental illness (86%), and location (85%).

SIM2 - health safety (78%), social distancing (86%), and mask wearing (81%).

SIM26 - cleanliness (93%), crowding (80%), condition (87%), crime and harassment (87%),
accident safety (87%), health safety (87%), mask wearing (80%), and location (87%).

X27 - crowding (80%).

X28 - crowding (76%), crime and harassment (80%), accident safety (80%), panhandling (76%),
people experiencing homelessness (76%), and people experiencing mental illness (76%).

BM1 - cleanliness (74%), crowding (79%), condition (74%), crime and harassment (85%),
accident safety (85%), health safety (85%), social distancing (89%), mask wearing (93%),
panhandling (96%), people experiencing homelessness (92%), people experiencing mental
illness (92%), and location (81%).

The SIM1c (58%), SIM8 (57%), X37 (57%), QM6 (52%), BM2 (48%), SIM6 (47%), SIM4c (43%), SIM22
(43%), BM5 (43%), and SIM3 (39%) are rated the lowest by customers for overall bus stop satisfaction.
Low overall bus stop satisfaction rates on these routes is due to low satisfaction rates for the following
attributes:

SIM1c - cleanliness (51%), crowding (39%), accident safety (57%), health safety (52%), and mask
wearing (58%).

SIM8 - crowding (51%), condition (51%), health safety (48%), social distancing (47%), and mask
wearing (48%).

X37 - cleanliness (57%), crime and harassment (58%), mask wearing (54%), panhandling (57%),
people experiencing homelessness (52%), and people experiencing mental iliness (52%).

QM6 - crowding (51%) and condition (40%).
BM2 - crime and harassment (59%), accident safety (61%), and panhandling (54%).

SIM6 - condition (52%), health safety (37%), social distancing (43%), mask wearing (52%),
panhandling (45%), people experiencing homelessness (48%), and people experiencing mental
illness (48%).

SIMA4c - cleanliness (37%), crowding (35%), condition (28%), crime and harassment (57%),
accident safety (34%), health safety (42%), social distancing (51%), and location (56%).

SIM22 - cleanliness (27%), crowding (46%), condition (27%), health safety (43%), social
distancing (43%), mask wearing (49%), panhandling (37%), people experiencing homelessness
(37%), people experiencing mental illness (31%), and location (56%).
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BMS - cleanliness (47%), accident safety (49%), people experiencing homelessness (55%), people
experiencing mental illness (49%), and location (57%).

SIM3 - cleanliness (51%), crowding (9%), condition (23%), crime and harassment (56%), accident
safety (56%), health safety (46%), social distancing (29%), panhandling (46%), people
experiencing homelessness (46%), people experiencing mental illness (40%), and location (56%).

Overall bus stop

(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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Cleanliness of bus stops

(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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Crowding at bus stops
(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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Condition of bus stops
(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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Crime and harassment at bus stops
(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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Accident safety at bus stops

(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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Health safety at bus stops

(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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Social distancing at bus stops

(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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Mask wearing at bus stops
(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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Panhandling at bus stops

(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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People experiencing homelessness at bus stops
(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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People experiencing mental iliness at bus stops
(satisfaction rate by borough and highest/lowest with at least 10 respondents)

92% gg

% 8 0
62% 65% 64% 63%

79% 79% 78% 76% 75% 74% 73%
54% 59
50% 49% 49% 489
o ° 48% 45% 22% 40%
I I I I I I I I i

Location of bus stops

(satisfaction rate by borough and highest/lowest with at least 10 respondents)
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Bus stop satisfaction rates
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BxM1 59% 63% 60% 59% 55% 57% 57% 55% 53% 59% 50% 49% 51%
BxM2 78% 63% 70% 57% 56% 63% 60% 68% 76% 56% 49% 50% 75%
BxM3 74% 77% 80% 82% 88% 82% 77% 85% 88% 85% 79% 79% 74%
BxM4 78% 67% 67% 72% 78% 75% 73% 67% 80% 68% 65% 66% 81%
BxM6 70% 60% 54% 64% 63% 75% 39% 42% 49% 57% 68% 65% 63%
BxM7 64% 76% 54% 64% 82% 75% 62% 53% 60% 69% 67% 69% 68%
BxM8 72% 75% 71% 71% 73% 78% 78% 75% 70% 73% 70% 60% 58%
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BxM18 80% 59% 80% 59% 59% 68% 80% 80% 80% 80% 59% 59% 59%
BM1 78% 74% 79% 74% 85% 85% 85% 89% 93% 96% 92% 92% 81%
BM2 48% 58% 59% 64% 59% 61% 72% 65% 78% 54% 59% 56% 60%
BM3 78% 66% 71% 78% 57% 59% 65% 75% 64% 61% 61% 55% 82%
BM4 86% 55% 53% 64% 92% 86% 71% 64% 71% 81% 74% 74% 63%
BMS5 43% 47% 59% 59% 67% 49% 59% 74% 67% 72% 55% 49% 57%
amMm1 100% 91% 77% 91% 91% 91% 100% 100% 100% 84% 84% 84% 100%
Qam2 74% 78% 71% 65% 81% 81% 78% 83% 82% 78% 78% 78% 79%
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Qm10 63% 55% 81% 55% 55% 81% 81% 81% 81% 63% 63% 63% 63%
QM11 62% 41% 62% 54% 57% 57% 62% 70% 62% 62% 62% 62% 46%
Qami12 100% 62% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
Qm1s 72% 67% 64% 46% 50% 56% 42% 43% 63% 54% 54% 45% 58%
Qm16 100% 100% 62% 93% 93% 100% 100% 100% 100% 62% 62% 62% 100%
Qam17 26% 26% 26% 26% 72% 72% 26% 26% 49% 49% 26% 49% 26%
QaMmi18 69% 69% 69% 69% 69% 69% 69% 69% 69% 69% 69% 69% 69%
QaMm20 66% 59% 57% 55% 71% 61% 71% 57% 66% 62% 62% 62% 81%
amv21 100% 100% 74% 100% 100% 100% 100% 100% 100% 74% 74% 74% 100%
amv24
Qam25 74% 72% 57% 74% 84% 84% 84% 84% 100% 72% 72% T72% 74%
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Bus stop satisfaction rates
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QM31 66% 66% 66% 66% 66% 66% 66% 66% 66% 66% 66% 66% 66%
Qw32 100% 83% 66% 66% 92% 92% 74% 65% 65% 66% 66% 66% 92%
Qw34 78% 8% 56% 78% 78% 78% 56% 78% 100% 78% 78% 78% 100%
Qm3s 56% 39% 56% 23% 56% 56% 23% 56% 41% 41% 41% 41% 56%
QM36 - - - - - - - - - - - - -
Qw40 100% 83% 100% 83% 100% 100% 100% 100% 100% 100% 100% 100% 100%
awvi42 100% 100% 67% 49% 100% 100% 100% 34% 34% 67% 67% 67% 67%
am44 70% 33% 29% 33% 70% 70% 70% 70% 62% 70% 57% 29% 70%
X27 79% 72% 80% 69% 70% 68% 63% 68% 73% 65% 66% 63% 75%
X28 79% 69% 76% 71% 80% 80% 65% 68% 63% 76% 76% 76% 79%
X37 57% 57% 57% 57% 58% 78% 72% 62% 54% 57% 52% 52% 61%
X38 89% 74% 83% 65% 61% 61% 58% 76% 73% 68% 68% 75% 69%
X63 83% 83% 83% 83% 100% 100% 100% 83% 100% 83% 83% 83% 100%
Xe4 67% 85% 52% 85% 85% 85% 85% 100% 67% 67% 67% 67% 100%
X68 80% 63% 62% 45% 80% 80% 80% 80% 44% 53% 53% 53% 80%
SIM1 61% 51% 40% 48% 58% 62% 58% 53% 56% 69% 69% 69% 56%
SIM1c 58% 51% 39% 55% 60% 57% 52% 62% 58% 62% 58% 55% 65%
SIM2 85% 70% 48% 60% 74% 74% 78% 86% 81% 69% 69% 61% 78%
SIM3 39% 51% 9% 23% 56% 56% 46% 29% 70% 46% 46% 40% 56%
SIM3c 91% 64% 62% 73% 69% 72% 59% 68% 71% 56% 42% 42% 87%
siMa 82% 49% 56% 56% 56% 69% 69% 70% 69% 69% 69% 69% 80%
SIM4c 43% 37% 35% 28% 57% 34% 42% 51% 71% 79% 7% 79% 56%
SIM4x 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 67%
SIM5 91% 55% 82% 69% 69% 69% 69% 91% 55% 46% 46% 46% 37%
sIM6 47% 64% 62% 52% 64% 70% 37% 43% 52% 45% 48% 48% 60%
SIM7 65% 65% 65% 65% 83% 67% 65% 65% 65% 83% 83% 83% 83%
SIM8 57% 63% 51% 51% 66% 79% 48% 47% 48% 73% 63% 63% 76%
SIM8x 74% 74% 59% 59% 74% 60% 31% 41% 31% 74% 46% 46% 46%
sImM9 100% 41% 82% 41% 100% 100% 82% 82% 82% 100% 100% 100% 100%
SIM10 60% 49% 64% 69% 71% 75% 61% 65% 73% 82% 74% 74% 68%
SIM11 29% 39% 34% 34% 54% 64% 34% 34% 34% 54% 54% 54% 62%
SIM15 68% 68% 84% 68% 84% 69% 85% 100% 84% 68% 68% 68% 84%
sim22 43% 27% 46% 27% 63% 62% 43% 43% 49% 37% 37% 31% 56%
sim23 0% 50% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 0%
SIM24 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%
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Route

Overall bus stop

Bus stop satisfaction rates

Cleanliness

Crowding

Accident safety

Health safety

Social distancing

Mask wearing

People experiencing homelessness

People experiencing mentalillness

SIM25
SIM26
SIM30
SIM31
SIM32
SIM33
SIM33c
SIM34

SIM35

Employment

Of the four customer groups, active reduced contains the greatest proportion of employed full-time
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workers (79%). The lapsed and relapsed groups have slightly lower rates of 71% and 72%. (55%), and the
active group has a rate of 64%. In contrast, the active group has a greater proportion of employed part-
time workers (12%) than the other groups (3% to 6%).

Among active express bus customers who are employed, 64% are essential workers. This rate drops

substantially for the other three groups; 32% of employed active reduced customers, 22% of employed
lapsed customers, and 24% of employed relapsed customers are essential workers.

One-quarter of employed active express bus customers (25%) work in health care and social assistance.

This is greater than for the other groups, in which 8% to 12% are employed in health care and social

assistance. The second most common occupation among active customers is education services at 11%.
There is a particularly low proportion of customers employed in finance and insurance among the active

group (8%) compared to the other groups (15% to 52%).

Among the active reduced group, professional, scientific, and technical services (17%), educational
services (15%), finance and insurance (15%), public administration (13%), and healthcare and social

assistance (12%) are the most common occupations.

The most common occupation for the lapsed group is finance and insurance (26%), followed by

professional, scientific, and technical services (15%), and educational services (14%).

Almost one third of the relapsed group who are employed work in finance and insurance (32%).
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There is a dramatic difference in work location status between the active and the other three groups.
Slightly more than two in five employed active customers (44%) indicate that their work location never
closed. More than one-quarter of employed active customers (28%) indicate their work location is
completely open (it has already reopened). This is in contrast to the other three groups in which 15% to
21% say their work location never closed, and 6% to 7% who say their work location is completely open.

Among the four groups, active reduced has the greatest proportion of members (32%) who indicate
their work location is open some of the time. This rate is 11% to 18% for the other groups.

Between 18% and 30% of customers in the active reduced, lapsed, and relapsed groups say their work
location is open but they have not yet returned. Only 3% of the active group say their work location is
open but they have not yet returned.

Slightly more than one-third of employed express bus customers (34%) in the lapsed group report that
their work location is currently closed but will reopen in the future in the same location. Just under one-
quarter of the relapsed group (23%) say their work location is currently closed but will reopen in the
same location. The rate drops to 16% for active reduced customers and is only 6% for employed active
customers.

Workers from the active and lapsed group, whose work location is currently closed, say their work
location will reopen in April, May, or June 2021 at the same rate of 24%. The rate for active reduced
customers is 39%. Relapsed workers indicate their work location will reopen in April, May, or June 2021
at the greatest rate of the four groups (56%).

Just less than one-third of active workers employed in closed work locations (32%) say their work
location will reopen in July, August, or September 2021. Among the active reduced group, 17% indicate
reopening during these months. Almost half the lapsed group who are employed with closed work
locations (49%) indicate their work locations will reopen in July, August, or September 2021. Workers
from the relapsed group say their work location will reopen during these months at a lower rate (6%)
than the other groups.

By the end of September 2021, 56% of active, 56% of active reduced, 73% of lapsed, and 62% of
relapsed customers, whose work location is closed, say it will reopen. By the end of 2021, these rates
increase to 60% of active, 56% of reduced active, 80% of lapsed, and 72% of relapsed customers.

Members of the active reduced group who are employed in closed work locations do not know when
their work locations will reopen at the greatest rate (40%) of the four groups. This is followed by the
active group (36%), the relapsed group (28%), and the lapsed group (16%).

Referring back to their employment experience before the COVID pandemic, a slightly higher rate of
active (9%) and active reduced (14%) customers worked from home all the time compared to lapsed
(4%) and relapsed (8%) customers. The proportion of active customers who never worked from home
before COVID is 63%, which is larger than the rates for active reduced (50%), lapsed (46%), and relapsed
(52%) customers.
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Current work from home proportions reinforce the impact the COVID pandemic has had on express bus
ridership, as the need to use the bus to commute to and from work has been eliminated for many.
Among employed lapsed customers, 82% are working from home all the time. The rate drops slightly for
relapsed customers to 75%. Among employed active reduced customers, 50% are currently working
from home all the time. This rate is only 12% for employed active customers. Since these customers are
using the bus as often as they did before COVID, they are substantially less likely to be working from
home.

Active reduced customers are more likely to usually work from home. They indicate they are usually
working from home at a rate of 29% compared to the other three groups, which have rates of 3% to 8%.

Customers in the active group indicate they currently never work from home at a much greater rate of
46% compared to the other groups with rates between 5% and 9%.
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Express bus customer employment status
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Express bus customer top occupations
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Express bus customer work location status
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Express bus customer anticipated work location reopening date
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Express bus customer pre-COVID work from home frequency
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Primary Trip Purpose

Slightly less than two-thirds of active and active reduced customers (63%) cite traveling to work as their
primary trip purpose. The second most common primary trip purpose among customers currently using
express buses is medical or health need (14%). Some customers are using the buses to visit a friend or
relative (5%), to go shopping (4%), to access recreation, entertainment and/or dining (4%), and for non-
medical personal business or errands (4%).

Express bus customer primary trip purpose

Medical or health need for yourself or someone else _ 14%
To visit a friend or relative - 5%
Shopping - 4%
Recreation, entertainment, and/or dining . 4%
Non-medical personal business or errand . 4%
Traveling while at work I 2%
Traveling to school I 2%
Religious or community event I 1%

other [ 3%

Alternative Modes

Nearly half the relapsed group (46%) indicate they use the subway for some trips they made by express
bus before COVID. The active reduced and lapsed group have replaced express bus trips with subway
trips at similar rates of 34% and 32%. Only 5% of customers in the active group use the subway instead
of express buses.

More than two in five customers in the relapsed group (22%) are replacing express bus trips with local,
limited, and select bus trips. The rate drops to 17% for the lapsed group and 15% for the active reduced
group. Only 6% of customers in the active group use local, limited, and select buses instead of express
buses.

Both the lapsed (5%) and relapsed (7%) groups are using the Staten Island Railway instead of express
buses at slightly greater rates than the active (<1%) and active reduced (1%) groups.

Some customers are using paratransit instead of the bus. Few active or active reduced customers are
substituting with paratransit, but 5% of the lapsed group and 3% of the relapsed group report using
paratransit instead of the bus.
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Among the active reduced (4%), lapsed (7%) and relapsed groups (6%), some customer indicate they are
replacing express bus trips with rail trips (not on the subway or the Staten Island Railway). A large
number of these customers are travelers from within New York City who are using Metro-North or the
Long Island Railroad. Some are using the New Jersey Transit Hudson-Bergan Light Rail line in
combination with another mode to travel to or from Staten Island.

A larger proportion of lapsed (35%) and relapsed (34%) customers are driving personal vehicles they
own for trips made by bus before COVID, compared to active (2%) and active reduced (22%) customers.

Relapsed customers are driving borrowed personal vehicles instead of taking the bus at a greater rate
than the other groups (8%). The active group has the lowest proportion at <1%. In the other two groups
3% to 4% of customers report driving a borrowed personal vehicle instead of taking the bus during the
COVID pandemic.

Between 11% and 17% of active reduced, lapsed, and relapsed customers are getting a ride as a
passenger in a personal vehicle for some pre-COVID bus trips. The rate drops to only 2% for active
customers.

Active reduced and relapsed customers are more likely to use for hire vehicles for trips made by bus
before COVID — both with a rate of 24%. Active and lapsed customers indicate they are using for hire
vehicles instead of buses at rates of 3% and 17%.

Some customers are replacing bus trips with ferry trips. Members of the relapsed group indicate they
are using a ferry instead of express buses at the greatest rate (13%), followed by lapsed (10%), active
reduced (8%), and active (1%) customers.

Across three of the four groups, 4% to 7%% say they use bicycles or scooters instead of express buses.
The rate is lower for the active group (<1%).

Between 17% and 20% of active reduced, lapsed, and relapsed groups walk instead of using the bus for
some trips made by bus before COVID. Only 3% of the active group reports replacing express bus trips
with walking. For trips replaced with walking, our assumption is that these customers have altered their
destinations to be within walking distance, are combining walking with another mode, or are taking long
walks.

Between 21% and 26% of customers in all groups but active indicated they are not replacing bus trips
with any other modes. Only 4% of the active group are not replacing any express bus trips with other
modes.
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Alternative modes used for trips made
by express bus before COVID

(multiple responses permitted)

MTA local, limited and select bus

MTA Staten Island Railway

MTA paratransit

Other train or light rail

Other bus or jitney

Personal vehicle owned/leased as driver

Personal vehicle borrowed/rented as driver

Personal vehicle as a passenger

For hire vehicle

Ferry

Bicycle or scooter

Walk

None

M Active

M Active Reduced M Lapsed & Relapsed

46%

152

Master Page # 380 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



m 2021 Q1 Customers Count and COVID Travel Survey 153

COVID and crime concerns

In general, customers who are currently using buses, in the active and active reduced groups, are very
concerned about COVID-related issues at lower rates than those who have not been using buses, in the
lapsed group. This has been constant in the comparison of active to lapsed customers for COVID-related
concerns since we began surveying after the onset of the pandemic in 2020 Q2. These results continue
to confirm that the actual experience of using buses tends to be less concerning than the anticipated
experience. This is essential to ensuring that New Yorkers reestablish their transit use habits.

Express bus customers are slightly more concerned with social distancing, mask wearing, and health
safety than they are with cleanliness, and crime and harassment.

Active customers are most concerned with mask wearing (64%), followed by health safety (62%), social
distancing (60%), crime and harassment (58%) and cleanliness (51%).

Eight out of ten lapsed customers (80%) are very concerned about mask wearing and health safety when
they return to using express buses. At almost the same rate, 78% are very concerned with social
distancing.
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Customer concnern about COVID-related issues, and crime and

harassment
(active/active reduced customers who are very concerned as ridership incresses,
or lapsed/relpased customers who are very concerned upon thier return)
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Demographics

African-American or Black customers account for 37% of the active group in contrast to the active
reduced (30%), lapsed (17%),and relapsed (26%) groups

For ethnicity, 33% of the active group and 38% of the active reduced groups identify as Latino or
Hispanic compared to 28% of the lapsed group and 24% of the relapsed group.

The proportion of white customers in the lapsed group is larger than for any of the other three groups.
Slightly less than two-thirds of the lapsed group (65%) are white compared to 51% to 53% in the other
groups.

In the active group, there is a slightly lower rate of Asian customers (14%), compared to the other
groups. There is a slightly greater rate of Asian customers the relapsed group (25%). The other groups
have a rate between 18% and 19%.
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The average annual household income of active local, limited, and select bus customers is substantially
lower than the average annual household income of other groups. Average annual household income of
the active group is about $78,000, in contrast to $100,000 for the active reduced group, $123,000 for
the lapsed group, and $114,000 for the relapsed group.

Customers in the active and active reduced groups have less access to vehicles. On average, there are
only 0.7 vehicles available per household among customers in both the active and active reduced
groups. Average vehicles available per household for the lapsed group is 1.3 and for the relapsed group
is 1.2 vehicles per household.

The lapsed group is slightly older with an average age of 51 compared to the active (49), active reduced
(46), and relapsed (48) groups.

Express bus customer race and ethnicity
(multiple responses permitted)

I 37%

) . 30%
African-American or Black I 17%
26%

I 14%
19%
I 18%
25%

Asian

I 51%

. 53%
e 65%

53%

M 3%

. . - 3%
American Indian or Alaska Native 1 1%
1%
| <1%
0,
Native Hawaiian or other Pacific Islander I <110/’
(]
<1%

I 33%

N OF PN € e — 25%
24%

38%

W Active Active Reduced ™ Lapsed Relapsed

Master Page # 383 of 403 - New York City Transit and Bus Committee Meeting 4/21/2021



m 2021 Q1 Customers Count and COVID Travel Survey 156

Express bus customer
income, vehicles available, age, and gender

I 578K
I 100k
_ ~$123K

~$114K

Average annual household income

Average number of vehicles available in household

1.2

Average age

I 6%
P—— 73
I— 7%

68%

Female

B Active M Active Reduced M Lapsed Relapsed

Staten Island Railway

Satisfaction status

Overall service satisfaction is at 66%, which is forty-eight percentage-points greater than the
dissatisfaction rate of 18%. Overall station satisfaction is at 60%, which is forty-seven percentage-points
greater than the dissatisfaction rate of 13%.

Crime and harassment in stations and on trains are the first and second most important attributes to
customers with satisfaction rates of 63% and 66%, respectively. With dissatisfaction rates of 9% and
14%, more customers are dissatisfied than satisfied.

Staten Island Railway customers rate communications among the most important attributes.
Communication during delays in stations is the third most important attributes with a satisfaction rate of
47%. On trains, it is the fourth most important attribute, with a satisfaction rate of 56%. Planned service
change communication in stations is the fifth most important attribute with a satisfaction rate of 53%.
Planned service change communication on trains is less important to customers — it is the twelfth most
important attribute with a satisfaction rate of 55%.
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Staten Island Railway satisfaction rates
(among active and active reduced customers - in order of importance)

Crime and harassment on trains (1) 6 9%
Crime and harassment in stations (2) 66% 14%
Communication during delays in stations (3) 47% 24%
Communication during delays on trains (4) 56% 19%
Planned service change communication in stations (5) 53 20%

Accident safety in stations (6)
Accident safety on trains (7)

X

7%
6%

People experiencing mental illness on trains (8)

18%

o

=

N

x
oo
S 8
B B 2o °
xX =19

Train arrival information in stations (9) 11%
Health safety in stations (10) 10%
Panhandling on trains (11) 14%
Planned service change communication on trains (12) 55% 18%
Travel time (13) 8%
Waiting time (14) 17%
Mask wearing on trains (15) 22%
Health safety on trains (16) 9%
People experiencing homelessness on trains (17) 20%
Cleanliness of trains (18) 12%
People experiencing homelessness in stations (19) 29%
Announcements in stations (20) 20%
Unexpected delays (21) 13%
Announcements on trains (22) 15%
Panhandling in stations (23) 23%
Crowding on trains (24) 10%
Social distancing on trains (25) 12%
Train crews (26) 5%
Mask wearing in stations (27) 22%
Station staff (28) 5%
People experiencing mental illness in stations (29) 27%
Cleanliness of stations (30) 17%
Hours of operation (31) 10%
Social distancing in stations (32) 11%
Crowding in stations (33) 12%
Condition of stations (34) 17%
Cost of a ride (35) 18%
Overall service 18%
Overall station 13%

M Satisfied Neutral Dissatisfied

Accident safety satisfaction in stations and on trains, a measure of how safe customers feel from getting
injured while using transit, are the sixth and seventh most important attributes to customers. Between
69% (in stations) and 68% (on trains) of customers are satisfied.

People experiencing mental illness on trains is the eighth most important attribute. Slightly less than half
of customers (49%) are satisfied.
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About two-thirds of customers (67%) are satisfied with train arrival information in stations, which is the
ninth most important attribute.

Health safety satisfaction is a measure of how safe customers feel from contracting COVID while using
transit. In stations, it is the tenth most important attribute to customers out of the thirty-five measured
on the survey with a satisfaction rate of 64%.

The eleventh most important attribute is panhandling on trains. Slightly less than two-thirds of
customers (64%) are satisfied.

Travel time and waiting time, two traditionally important service attributes are thirteenth and
fourteenth most important to customers with satisfaction rates of 81% and 66%, respectively.

Paratransit

Satisfaction status

Paratransit customers are much more satisfied with service attributes than they are dissatisfied. With
the exception of on time pick up, all attributes have satisfaction rates between 76% and 90%.

For paratransit customers, it is extremely important for their driver to operate vehicles safely. This is the
most important attribute to customers. More than eight in ten are satisfied (83%).

Health and accident safety are the second and third most important attributes, both with a satisfaction
rate of 72%. Health safety satisfaction is a measure of how safe customers feel from contracting COVID
while using transit. Accident safety satisfaction is a measure of how safe customers feel from getting
injured while using transit.

Drivers wearing masks is the fourth most important attribute to customers and the attribute with the
greatest satisfaction rate (90%).

The fifth most important paratransit attribute is on time pick up. Of the attributes on the survey,
customers rate it the lowest at 69%, with 16% of customers indicating they are dissatisfied.

Getting a ride on the day and time of request is the sixth most important attribute to paratransit
customers. Slightly more than three-quarters are satisfied (76%).

Crime and harassment is the seventh most important attribute with a satisfaction rate of 88%. Only 5%
of customers are dissatisfied.

Primary trip purpose

More than half of active and active reduced customers cite medical or health need as their primary trip
purpose (57%). The second and third most common primary trip purpose among customers currently
using paratransit are traveling to work (12%) and shopping (12%). Some customers use paratransit to
visit a friend or relative (5%), for non-medical personal business or errands (4%), and to access
recreation, entertainment and/or dining (2%).
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Paratransit satisfaction rates
(in order of importance to customers)

Drivers ability to drive safely (1)

Health safety (2)

Accident safety (3)

Drivers mask wearing (4)

On time pick up (5)

Ability to get a ride for the day/time of request (6)
Crime and harassment (7)

Drivers knowing how to get to where you are going (8)
Being able to get through to make reservations (9)
Reservation staff competence (10)

Cleanliness of vehicles (11)

Reservation staff courtesy and professional behavior (12)
Drivers courtesy and professional behavior (13)

Travel time (14)

How long it takes to make reservations (15)

Drivers assistance in getting into or out of vehicles (16)
Temperature inside vehicles (17)

Lifts or ramps (18)

M Satisfied

Neutral

159

Dissatisfied

Paratransit customer primary trip purpose

Medical or health need for yourself or someone else
Traveling to work

Shopping

To visit a friend or relative

Non-medical personal business or errand
Recreation, entertainment, and/or dining

Traveling to school

Religious or community event

Traveling while at work

57%
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Demographics

African-American or Black customers account for 59% of paratransit customers. Asian customers are 7%
of paratransit users. One-third of paratransit customers are white (33%). In terms of ethnicity, 33%
identify as Latino or Hispanic.

The average annual household income of paratransit customers is approximately $36,000.

On average, there are 0.3 personal vehicles available for use associated with the households of
paratransit customers.

The average age of paratransit customers is 59.

There is a greater proportion of female (73%) than male customers (27%) who use paratransit.

Paratransit customer race and ethnicity
(multiple responses permitted)

Asian - 7%

American Indian or Alaska Native . 4%

Native Hawaiian or other Pacific Islander I 1%
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Paratransit customer
income, vehicles available, age, and gender

Average annual household income ~$36K

Average number of vehicles available in household _ 03

Special Topics

Return to transit

Transportation is a derived demand; our customers use it to travel to and from the activities in which
they engage. When these activities are cancelled and destinations are closed, transit ridership decreases
substantially.

Many workers continue to work from home. Among lapsed transit customers, 79% report they are
working from home all the time. Among the relapsed group, 73% indicate they are working from home
all the time. When asked why they are not using transit, 61% of lapsed and relapsed customers cite
working from home as a reason. Transit ridership will likely remain depressed until the rate at which
workers are working from home decreases substantially, workers return to their work locations, and
non-work public activities resume.

More than half of customers who are not using transit (57%) say that COVID factors into their decision-
making. It is the second most frequently cited reason for not using transit. This confirms that enhanced
efforts to clean and disinfect the transit system and to promote health safety should continue.

Slightly more than one-third of lapsed and relapsed transit customers say they are not using transit
because of crime and harassment (36%). It is essential that customers who are not using transit feel they
will be safe from crime and harassment when they return. If lapsed and relapsed customers do not think
it is safe to use transit, they may not return.
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Reasons for not using transit
(among lapsed and relapsed customers - multiple responses permitted)

Working from home I 61%
Fear of COVID I 57%
Not safe from crime and harassment [N 36%
Non-work destinations are closed [N 12%
Other modes are more reliable NN 9%
Other modes take less time I 8%
Lifestyle change I 3%
Retired I 7%
Unemployed [ 7%
Change in health I 6%
Moved residence [ 5%
Other modes are less expensive [l 3%
Change to a different work location Il 2%
Furloughed M 2%
Change of jobs W 1%
Other [N 3%

Lapsed and relapsed customers were asked to rate the importance of various factors that may influence
their decision to return to transit. The most important factor is safety from crime and harassment. Seven
in ten customer not currently using transit (70%) think crime and harassment is extremely important,
more than any other factor. Combined with the 17% who think it is very important, 87% of lapsed and
relapsed customers indicate safety from crime and harassment is a very or extremely important factor
that will influence their decision to use transit in the future.

The next three most important factors are social distancing, cleaning and disinfecting, and COVID
vaccination. More than half of lapsed and relapsed customers (58% to 60%) think these factors are
extremely important in their decision to return to transit, and 79% to 85% rate these as very or
extremely important factors.

Work location reopening and work from home no longer permitted have a similar very important plus
extremely important rate of 68% to 69%.

The other five factors, restrictions on travel are lifted, non-work destinations reopen, school or college
reopens, child's school reopens, and entertainment venues reopen are very or extremely important
factors in deciding to return to transit for 47% to 56% of customers. Entertainment venues reopening is
the least important of the eleven factors with 21% of customers who think it is very important and 26%
who think it is extremely important in their decision-making.
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Factors influencing decision to return to transit
(among lapsed and relapsed customers)

Transit system feels safe from crime and harassment 17% _ 87%
Social distancing concerns are resolved 24% _ 82%
Trains and buses are better cleaned and disinfected 21% _ 80%
COVID vaccination 19% _ 79%
Working from home is no longer permitted 20% _ 69%
Workplace reopens 26% _ 68%
Restrictions on travel are lifted 25% _ 56%
Non-work destinations reopen 25% _ 53%
School or college reopens 20% _ 50%
Child's school reopens 19% _ 49%
Entertainment venues reopen 21% _ 47%

Very important B Extremely important

Future transit use frequency

Based on stated current and projected future use frequency, very few customers predict they will use
transit less in the future than they are using it now.

Slightly more than one-third of pre-COVID transit customers (35%) indicate they will continue to use
transit at the same frequency they use it today. This does not include lapsed and relapsed customers
who are not using transit and do not plan to use it in the future, which is about 3% of pre-COVID transit
customers.

Exactly one-third of pre-COVID customers (33%), including those using transit, and those in the lapsed
and relapsed groups who are not using transit at all, say they will modestly increase their transit use in
the future.

A small group of customers (15%) plan a large increase in their transit use frequency. These are
customers currently using transit less than three days per week (including lapsed and relapsed
customers) who indicate they will use transit five days or more per week in the future.

Among customers currently using transit, 3% think they will use transit less often in the future than they
use it now.

More than one in ten pre-COVID customers (11%) are undecided about how often they will use transit in
the future.
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Future versus current transit use frequency
(among pre-COVID transit customers)

35%
33%

15%

11%

0,
3% 3%
Will not use Decrease The same Increase Large increase Not sure

(<3 to 5+ days)

Service and travel information sources

More than six in ten customers (62%) say they are using the agency website (mta.info or new.mta.info)
for service and travel information.

Half of customers (50%) report using MTA’s official all-in-one application, MYmta, on mobile devices.
Fewer customers are using non-MTA applications (18%).

The next four most popular service and travel information sources have the same proportion of
customers who use them. TV, radio, newspapers, and news websites are used by 17% of customers.
Customers rely on friends and family for service and travel information at the same rate of 17%.

My MTA Alerts, the agency’s text and email notification system is used by 17% of customers, as is MTA’s
official social media outlets. The New York City notification system, Notify NYC, is used by 13% of
customers.

A small number of customers use non-MTA social media for service and travel information (5%) and
even fewer rely on the 511 call center (2%).

Few customers (7%) report they do not use any sources of service and travel information.
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Across the five official MTA service and travel information sources, there’s a 54% to 65% satisfaction
rate, depending on the source.

Just under six in ten customers (58%) are satisfied with the agency website. Among customers who are
dissatisfied: 62% say that it is difficult to find the information they need, 54% say the site is poorly
organized, 35% say the information is out of date, 32% say the information is wrong, 29% say the
website is too slow, 26% say the website doesn’t have the information they need, 24% say the website is
difficult to read or see, and 12% say there’s too much information on the website.

MTA social media users indicate they are satisfied at a rate of 56%, with only 9% reporting they are
dissatisfied. Among customers who are dissatisfied: 49% say the information they receive is out of date,
49% say it takes too long to get a reply, 40% say social media doesn’t have the information they need,
30% say the information they receive is wrong, 13% say it is difficult to understand the information, 11%
say it is difficult to find the information, 10% say there is too much information on social media, and 10%
say it is difficult to read or see.

Slightly more than six in ten customers (62%) are satisfied with the MYmta application. The official
agency application has the second greatest dissatisfaction rate of 11% among the five MTA sources.
Among customers who are dissatisfied: 52% say it is difficult to find the information they need, 47% say
it is poorly organized, 38% say the information is wrong, 35% say the application is too slow, 27% say the
information is out of date, 22% say the application doesn’t have the information they need, 22% say it is
difficult to read or see, and 8% say there’s too much information.

Customers who use the My MTA Alerts system are satisfied at the greatest rate (65%). Only 8% of My
MTA Alerts users are dissatisfied. Among customers who are dissatisfied: 53% say the system doesn’t
have the information they need. 48% say the messages or texts arrive too late, 44% say the information
is out of date, 42% day the information is wrong, 32% say the system is difficult to customize, 19% say it
is difficult to turn on and off, 18% say massages or texts are difficult to understand, 14% say the
messages and texts contain too much information, and 12% say the messages or texts are difficult to
read.

The 511 call center has the lowest satisfaction rate among the official MTA sources, but only by a few
percentage-points. Slightly more than half of customers (54%) are satisfied with the 511 call center. The
call center has the greatest proportion of dissatisfied customers with a dissatisfaction rate of 16%.
Among customers who are dissatisfied: 97% say it takes too long to reach an operator, 85% say it takes
too long to get information, 58% say the information is wrong, 54% say the call center doesn’t have the
information they need, 52% say call center operators are difficult to understand, 41% say the
information is out of date, and 29% say it is difficult to hear the call center operator.
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Service and travel information sources

(among active and active reduced customers - multiple responses permitted)

MTA website

MYmta app

Other (non-MTA) app

TV, radio, newspaper, or news website
Friends and family

My MTA Alerts

MTA social media

Notify NYC

Other (non-MTA) social media

511

None

5%

N I
X

7%

17%

17%

13%

18%

17%

17%

62%

50%

MTA service and travel information source satisfaction rates

MTA website

MTA social media

MYmta app

My MTA Alerts

511

M Satisfied

Neutral

58%

56%

62%

54%

Dissatisfied

6

5%

10%

9%

11%

8%

16%
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Reasons for dissatisfaction with MTA website
(multiple responses permitted)

Difficult to find the information | need 62%

Poorly organized

54%

Information is out of date

35%

Information is wrong 32%

Too slow 29%

Does not have the information | need 26%

Difficult to read or see 24%

Too much information

12%

Reasons for dissatisfaction with MTA social media
(multiple responses permitted)

Information is out of date 49%

Takes too long to get a reply 49%

Does not have the information | need 40%

Information is wrong 30%

Difficult to understand information 13%

Difficult to find the information | need 11%

Too much information

10%

Difficult to read or see 10%
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Reasons for dissatisfaction with My MTA App
(multiple responses permitted)

Difficult to find the information | need 52%

Poorly organized 47%

Information is wrong 38%

Too slow 35%

Information is out of date 27%

Does not have the information | need 22%

Difficult to read or see 22%

Too much information 8%

Reasons for dissatisfaction with My MTA Alerts
(multiple responses permitted)

Does not have the information | need 53%

Messages and/or texts arrive too late 48%

Information is out of date 44%

Information is wrong 42%

Difficult to customize 32%

Difficult to turn on and off 19%

Messages and/or texts are difficult to understand 18%

Too much information 14%

Messages and/or texts are difficult to read 12%
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Reasons for dissatisfaction with 511
(multiple responses permitted)

Takes too long to reach an operator 97%

Takes too long to get information 85%

Information is wrong 58%

Does not have the information | need

54%

Difficult to understand

52%

Information is out of date 41%

Difficult to hear 29%

OMNY use

Approximately 10% of customers currently using transit say they use OMNY.

Among those currently using transit, active and active reduced customers, 16% to 17% indicate they will
use OMNY in the near future. More than one-quarter (27% of active and 26% of active reduced) say they
will not use OMNY. A similar proportion (23% of active and 25% of active reduced) are not sure if they
will use OMNY.

A larger proportion of lapsed and relapsed customers say they will use OMNY when they return to
transit — 22% of lapsed and 21% of relapsed — compared to the active and active reduced groups.
Correspondingly, only 15% of lapsed and 19% of relapsed customers say they will not use OMNY when
they return to transit — a lower rate than among those currently using transit. Slightly less than one-third
of lapsed (31%) and relapsed (29%) customers are not sure about future OMNY use.

There is little distinction across the four groups in terms of conditional future OMNY use. Between 14%
and 17% of customers indicate they will use OMNY when unlimited passes are available. Between 15%
and 18% of customers say they will use OMNY when reduced fare rides are available.
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Future OMNY use

(among active/active reduced customers who do not use it,
and lapsed/relapsed customers who did not use it)

R, 17%
e 1e%
Y R 22%
21%

I 14%
. . . I 179
If more products like unlimited passes are available I 15% 17%
0
16%

8%
) ) ——— 16%
If reduced fare rides are available I 17%
15%

I 27%
T 26%

N N 15%

19%
I 23%
I 25%

O S o 31%
29%

B Active M Active Reduced M Lapsed Relapsed

Using transit for the trip to school

Before COVID, among transit customers with school-aged children, 27% either permitted their child to
use the subway to travel to school alone, accompanied them on the subway or had them travel with
someone. A similar proportion (22%) have children who used the local, limited, or select bus to travel to
school before COVID.

Since COVID, these rates have decreased. Currently, of transit customers who live in households with
school-age children, 11% report their children are using the subway, and 9% say their children are using
a local, limited, or select bus.

Among customers who live in households with children that are currently using transit to travel to
school, 46% are permitting their child to travel alone, 46% are traveling with a parent or guardian, and
14% sometimes travel alone and sometimes travel with a parent or guardian.
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Modes used by children to travel to school
(among customers who live in households with school-age children)

A e
Not by transit 0
Iy 82%

sube, T 7%
i

I 22%

Local, limited and select bus
. o

B 1%
Express bus

I 1%

0%

Staten Island Railway | 0%

| 0%

] oo%
Paratransit

| 0%

M Pre-COVID M Current

Who do children travel with to school?
(among customers with children who use transit to travel to school)

No one (travel alone) 46%

With parent or guardian

Sometimes alone and sometimes with parent or guardian - 14%
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Reaction to mask wearing and cleaning/disinfecting

Survey respondents were asked whether they agreed, strongly agreed, disagreed, or strongly disagreed
with statements about masks wearing and cleaning/disinfecting efforts in the transit system.

The two statements of strongest agreement are “l wear masks on transit to protect myself” and “I wear
masks on transit to protect others.” The former has a 91% agreement rate (agree plus strongly agree)
with 73% of customers replying they strongly agree with the statement. The latter also has a 91%
agreement rate with 72% of customers who strongly agree.

Just under nine out of ten customers agree (23%) or strongly agree (65%) that they feel safer on transit
when others are wearing masks.

Slightly fewer than three-quarters of customers (73%) agree or strongly agree that cleaning and

disinfecting efforts make them feel safer when they use transit.

Transit customer reaction to mask wearing and

cleaning/disinfecting efforts
(among active and active reduced customers)

| feel safer when others wear masks on transit 23% 88%

| wear masks on transit to protect myself 18% _ 91%

| wear masks on transit to protect others 19% 91%

| wear masks on transit to abide by the law 24% _ 86%
| feel safer on transit because of cleaning/disinfecting efforts 32% _ 73%

Agree M Strongly agree

Reaction to police presence

More than three-quarters of customers (76%) indicate they feel safer or much safer in the presence of
uniformed police officers. When uniformed security guards or MTA staff are present 63% to 64% of
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customers say they feel safer or much safer. Fewer than half of customers (47%) say they feel safer or
much safer in the presence of customer ambassadors or volunteers.

Slightly less than half of customers (45%) say they have noticed a recent increase in police presence in
the transit system. When thinking about an increased police presence, 45% of customers say it makes

them feel much safer (among those that have notice the increased police presence) or would make

them feel much safer (among those that have not noticed the increased police presence). Three in ten
say it makes (or would make) them feel safer. Combined, 75% of customers feel (or would feel) safer or
much safer from an increased police presence.

Transit customer reaction to presence of

police, security guards, staff, and volunteers
(among active and active reduced customers)

Uniformed Police officers

Uniformed security guards

MTA staff

Customer ambassadors/volunteers

28%

32%

37%

27%

Safer

64%

B Much safer
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Transit customer response to increased police presence
(among active and active reduced customers)

Notice increased police presence 45%

Much less safe 4%

Less safe 5%

The same 15%

Safer

30%

Much safer 45%
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New York City Transit

w Bus Company

Craig Cipriano
President
MTA Bus Company

2 Broadway
New York, NY10004-2207
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