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Introduction

UTA introduced service standards in an effort to 
interpret and clarify
• taxpayer / community expectations and
• customer expectations.
The service standards communicate their 
expectations to UTA’s employees in consistent, 
specific, measurable and actionable terms.
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Service Standards Measures

• Policy
» Equity
» RTP
» Federal Regulations

• Quality
» On-Time Service
» Seat Availability
» Frequency of Service
» Vehicle Type
» Vehicle Age

• Effectiveness
» IPR/IPPM
» Land Use and Urban Design
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Quality Service Standards
On-Time Service

Fixed-Route Bus
• Increased reliability means that fewer buses are needed to 

provide the same service.
• Customers receive better service and it is a win-win for both.
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Quality Service Standards
On-Time Service

Fixed-Route Bus
Corporate objective:  87%
The first part of the year was above goal, but trending down.  Due 
to technical issues with on-board bus technology, reliability 
information was unavailable for the last third of the year. 
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Quality Service Standards
On-Time Service

Light Rail (TRAX)
Corporate objective:  95%
Reliability continues to exceed the standard.  Average reliability for 
the July 2010 through June 2011 period was 99.8 %.
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Quality Service Standards
On-Time Service

Commuter Rail (FrontRunner)
Corporate objective:  95%
FrontRunner exceeded the corporate objective for the whole of 
2011.
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Quality Service Standards
Seat Availability

Fixed-Route Bus
During the course of 2011, 
the business units that 
operated fixed-route bus 
service, developed an SOP for 
determining bus overloads.
Business Solutions received 
no requests for additional 
monitoring during the 
reporting period.

Light Rail
Few regularly scheduled trips 
operated at more than 175% 
of the available seats, and 
none more than 33% of the 
time over 90 consecutive 
days. 
Of the trips that did operate 
over capacity, most were over 
short distances and 
associated with special 
events.

Source:  County Lemonade via Flickr.
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Quality Service Standards
Seat Availability

Commuter Rail
Ridership sampling 
performed shows no pattern 
of exceeding the seat 
availability standard.
Trip sampling in frequency 
and duration has not been 
sufficient to determine a 
pattern of overloads.

Paratransit
Paratransit has provided a 
seat to 100% of all 
registered riders.
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Quality Service Standards

Vehicle Type
In 2010, UTA operated 20,819 out of a total of 22,546 express 
trips using over-the-road coaches for an overall percentage of 
92.3%.
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Quality Service Standards
Vehicle Age

Fixed-Route Bus
UTA’s bus age exceeded the standard for 12-year transit buses, 
however, progress continues to be made toward compliance.  Most 
of the remaining non-compliant buses are for ski service.
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Quality Service Standards
Vehicle Age



13 Performance-Based Planning and Programming Workshop | September 2012

Land Use and Urban Design

A tool for evaluating land use and urban design has 
been developed.  This tool assists service planners 
in aligning new and significant route changes to 
transit supportive land use.
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Conclusion

• The service standards contributed greatly to 
improvements in bus reliability.

• It is a win–win for UTA and our customers.
• Reduces investment-per-rider over time.
• As a result of the service standards, a bus 

replacement strategy was developed in an effort 
to reduce vehicle fleet age.

• The service standards are a solid tool to show 
elected officials the value of the service.
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