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About This Report 

 

The Orange County Transportation Authority (OCTA) operates a countywide network of local, community, 

rail connector, and express bus routes serving over 5,000 bus stops.  OCTA also operates 

federally-mandated paratransit service (OC ACCESS), a shared-ride program available for people unable 

to use the regular OC Bus service because of functional limitations.  OC Bus service operated by OCTA is 

referred to as directly-operated fixed-route (DOFR) service, while OC Bus routes operated under contract 

are referred to as contracted fixed-route (CFR) service.  The OC ACCESS program is a contract-operated 

demand-response service mandated by the Americans with Disabilities Act that is complementary to the 

fixed-route service and predominately accounts for the overall paratransit services operated by OCTA.  

These three services make up the bus transit system and are evaluated by the performance measurements 

summarized in this report.  

 

This report tracks bus system safety, as measured by vehicle accidents, courtesy, as measured by 

customer complaints, and reliability, as measured by on-time performance (OTP), and miles between road 

calls (MBRC).  Along with these metrics, industry-standard measurements are tracked to assess OCTA bus 

operations; these measurements include ridership, productivity, farebox recovery ratio (FRR), and cost 

per revenue vehicle hour (RVH).  Graphs accompany the details of each indicator showing the standards 

or goals and the values for the current reporting period.  The following sections provide performance 

information for OC Bus service, DOFR and CFR, and OC ACCESS service. 
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Safety:  Preventable Vehicle Accidents 

Preventable vehicle accidents are counts of incidents when physical contact occurs between vehicles used 

for public transit and other vehicles, objects, or pedestrians, and where a coach operator failed to do 

everything reasonable to prevent the accident.  Safety is the top priority in the delivery of public transit 

services.  The safety standard for DOFR, CFR, and OC ACCESS services is no more than one vehicle accident 

per 100,000 miles. 

All modes of service exceeded the safety standard through the fourth quarter of fiscal year (FY) 2017-18 

with less than one accident per 100,000 boardings. 
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Courtesy:  Customer Complaints 

Customer complaints are counts of incidents when a rider reports dissatisfaction with the service.  

The standard adopted by OCTA for OC Bus service operated by OCTA is no more than one customer 

complaint per 20,000 boardings; the standard for contracted OC Bus service is no more than one 

complaint per 7,000 boardings; and the contractual standard for OC ACCESS is no more than one 

complaint per 667 boardings. 

Through the fourth quarter of FY 2017-18, all modes of service exceeded the courtesy standard with less 

than one complaint per 20,000, 7,000, and 667 boardings, respectively. 

 

  



 Bus Operations Performance Measurements Report  4   

Reliability:  On-Time Performance 

OTP is a measure of performance evaluating a revenue vehicle’s adherence to a planned schedule.  For 

OC Bus service, a trip is considered on-time if it departs the time-point no more than five minutes late.  

OCTA’s fixed-route system standard for OTP is 85 percent.  For OC ACCESS service, OTP is a measure of 

performance evaluating a revenue vehicle’s adherence to a scheduled pick-up time for transportation on 

a demand-response trip.  A trip is considered on-time as long as the vehicle arrives within a 30-minute 

window.  The OC ACCESS OTP standard is 94 percent. 

Through the fourth quarter of FY 2017-18, systemwide fixed-route OTP was 84.6 percent, which is within 

one half percent of the standard and a 0.1 percent improvement over the previous quarter and a 

1.2 percent improvement over the same quarter last year.  OTP for the OC Bus service operated by OCTA 

improved by two-tenths of a percent from 85.1 percent to 85.3 percent, three-tenths above the standard.  

The OTP for contracted OC Bus service dropped slightly by one-tenth of a percent compared to last 

quarter, ending the quarter at 83.5 percent. 

OCTA staff continues to work with the contractor to perform route-level analysis in an effort to identify 

opportunities for performance improvement.  This analysis includes on-board evaluations, on-site time 

point observations, along with communication and retraining provided to coach operators of low-

performing routes. 

The OTP for OC ACCESS service was maintained at a rate four-tenths of a percent above the standard at 

94.4 percent. 
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Reliability:  Miles Between Road Calls  

MBRC is a vehicle reliability performance indicator that measures the average distance in miles that a 

transit vehicle travels before failure of a vital component forces removal of the vehicle from service.  Valid 

mechanical road calls usually cause a delay in service.  The standard adopted by OCTA for OC Bus service 

operated by OCTA is 14,000 MBRC; the standard for OC Bus service operated by the contractor is 12,000 

MBRC; and the contractual standard for OC ACCESS is 25,000 MBRC. 

Through the fourth quarter of FY 2017-18, OC Bus services continue to improve in this performance 

measure.  OCTA-operated OC Bus service averaged 14,139 vehicle MBRC, just above standard.  This rate 

of reliability can be attributed to seasonal variations and continued work with the vehicle manufacturer 

to address warranty-related failures. 

OC Bus service delivered by the contractor improved by 2.6 percent over the last quarter, but remains 

below the standard with 8,710 vehicle MBRC.  The contractor’s corporate management team has 

temporarily assigned regional maintenance managers to assist local managers with road calls and service 

interruptions in an effort to reduce failures and improve road call mileage.  The efforts of the recently 

hired maintenance trainer and quality control inspector has had a positive impact on improving vehicle 

MBRC mileage standards.  Though below standard, the contractor has increased the MBRC for the fifth 

consecutive quarter, a 12.1 percent increase over the third quarter of FY 2016-17.  

The MBRC for OC ACCESS service came in at 40,744 miles, exceeding the standard. 
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Ridership and Productivity – OC Bus 

Ridership (or boardings) is the number of rides taken by passengers using public transit and is influenced 

by level of service provided, weather, economy, and seasonal variations in demand.  Productivity is an 

industry measure that counts the average number of boardings for each RVH that is operated.  An RVH is 

any sixty-minute increment of time that a vehicle is available for passengers within the scheduled hours 

of service, excluding deadhead or recovery time at the route terminal.  Boardings per RVH (B/RVH) is 

calculated by taking the boardings and dividing it by the number of RVH operated. 

Through the fourth quarter of FY 2017-18, ridership and productivity for OC Bus service exceeded the 

budgeted projection, indicating a more stabilized ridership than last year.  Ridership and productivity 

levels remained steady at 5.6 percent and 7.4 percent higher than projected, primarily due to the actions 

taken as part of the OC Bus 360° Plan, including service changes and implementation of the Santa Ana 

college pass program. 
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Ridership and Productivity – ACCESS 
(Primary Service Provider and Supplemental Taxi) 

Through the fourth quarter of FY 2017-18, ridership and productivity for OC ACCESS service continue to 

exceed projections. 
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Unclassified Revenue 

Unclassified revenue, as reported here, is the revenue collected on all OCTA bus service that is not 

properly recorded through the farebox.  This can occur a variety of ways, but predominantly it is the result 

of an overpayment of fare or the incorrect input of fare information by the operator.  The OCTA monthly 

standard or threshold for unclassified revenue is 2.35 percent or less.  In the chart below, the monthly 

unclassified revenue for the last 12 months is presented by operator type. 

As indicated in the chart, there is an observable increase in the percentage of unclassified revenue for all 

OC Bus service.  Over the fourth quarter of FY 2017-18, the average unclassified revenue reported for the 

OC Bus service operated by OCTA was 2.60 percent, exceeding the threshold of 2.35 percent.  The average 

unclassified revenue for contracted OC Bus service during the fourth quarter was 2.30, a significant 

increase over last quarter, but still within the standard.  Increases are also evident for CFR unclassified 

revenue. 
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Contractor Performance: Fixed-Route 

Through the fourth quarter of FY 2017-18, the performance of contracted OC Bus service was above 

standard for the measures of safety and courtesy.  With respect to reliability, the performance of the 

contractor is below standard, but steadily improving. 

Table 1 below provides the penalties and incentives assessed to the contractor, by quarter, for FY 2017-18.  

The incentives paid to date, a total of $88,900, reflect the outstanding performance related to safety and 

courtesy.  For the fourth quarter, the total penalties charged to the contractor was $64,056, a 61 percent 

decrease from the last quarter, indicating some improvements overall.  The total penalties charged to the 

contractor for this fiscal year is $410,074. 

Of note is the recent trend of increased missed trips.  A missed trip is a scheduled trip that did not operate 

for a variety of reasons, including operator absence, vehicle failure, dispatch error, traffic, accident, or 

other unforeseen reason.  The contractor corporate management is tracking this and analyzing all possible 

causes, which includes road calls, service interruptions, and manpower shortages.  The net penalty paid 

by the contractor in the fourth quarter of FY 2017-18 is $34,555.  The total net penalty paid by the 

fixed-route contractor to date for the fiscal year is $321,174.  

Note:  A credit adjustment of $10,101 in June 2018 was made for Waiver of a Penalty assessed in 

March 2018 for Maintenance Manager position vacancy in excess of 30 days. 

Table 1:  Performance Categories FY18 Q1 FY18 Q2 FY18 Q3 FY18 Q4 FYTD 18

On-Time Performance (1,000)$       (2,000)$       -$            (1,000)$       (4,000)$       

Valid Complaints: Per 7,000 boardings 8,900$        9,300$        11,300$      9,400$        38,900$      

Unreported Accident (15,000)$     (10,000)$     (20,000)$     -$            (45,000)$     

Accident Frequency Ratio 15,000$      15,000$      10,000$      10,000$      50,000$      

Key Positions -$            -$            (10,101)$     (5,272)$       (15,373)$     

CHP Terminal Inspections -$            -$            -$            -$            -$            

Reports -$            -$            -$            -$            -$            

Preventive Maintenance (26,900)$     (9,095)$       (57,723)$     (11,484)$     (105,202)$   

Road Calls (12,700)$     (12,100)$     (7,200)$       (6,300)$       (38,300)$     

Vehicle Damage: Per vehicle per day -$            -$            -$            -$            -$            

Missed Trips (40,000)$     (52,000)$     (80,000)$     (40,000)$     (212,000)$   

Prior Periods Adjustment - Valid Complaints (100)$          -$            -$            -$            (100)$          

Prior Periods Adjustment - Road Calls (200)$          -$            -$            -$            (200)$          

Waiver Adjustment - Key Positions -$            -$            -$            10,101$      10,101$      

Total (72,000)$     (60,895)$     (153,724)$   (34,555)$     (321,174)$    
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Contractor Performance:  OC ACCESS  
(Primary Service Provider and Supplemental Taxi) 

As presented in this report, the overall performance of the contractor providing OC ACCESS service 

through the fourth quarter of FY 2017-18 is above standard for all measures.  Table 2 below lists, by 

quarter, the penalties assessed to the OC ACCESS contractor as established in the agreement.  For the 

fourth quarter of FY 2017-18, there were no incentives awarded to the contractor, but $10,000 of 

penalties were assessed for call center hold times and excessively late trips.  The total net penalty paid by 

the OC ACCESS contractor to date for the fiscal year is $73,300.  

 

 

  

Table 2:  Performance Categories FY18 Q1 FY18 Q2 FY18 Q3 FY18 Q4 FYTD 18

Passenger Productivity -$            -$            -$            -$            -$            

On-Time Performance -$            -$            -$            -$            -$            

Customer Comments -$            -$            (1,100)$       -$            (1,100)$       

Call Center Hold Times -$            (15,000)$     (5,000)$       (5,000)$       (25,000)$     

Excessively Late Trips -$            (25,000)$     (10,000)$     (5,000)$       (40,000)$     

Missed Trips -$            -$            -$            -$            -$            

Unreported Accident (5,000)$       -$            -$            -$            (5,000)$       

Preventive Maintenance -$            (2,200)$       -$            -$            (2,200)$       

Road calls -$            -$            -$            -$            -$            

Reports -$            -$            -$            -$            -$            

Key Positions -$            -$            -$            -$            -$            

CHP Terminal Inspections -$            -$            -$            -$            -$            

Vehicle Damage -$            -$            -$            -$            -$            

Total (5,000)$       (42,200)$     (16,100)$     (10,000)$     (73,300)$     
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Farebox Recovery Ratio 
 

FRR is a measure of the proportion of operating costs recovered by passenger fares, calculated by dividing 

the farebox revenue by total operating expenses.  A minimum FRR of 20 percent for all service is required 

by the Transportation Development Act in order for transit agencies to receive the state sales tax available 

for public transit purposes. 

In an effort to minimize seasonal fluctuations, data shown below reflects actuals over the last 12 months 

from July 2017 through June 2018. 

FRR, based on the National Transit Database definition in which only passenger fares are included under 

revenue, did not meet the 20 percent goal.  However, as a result of the passage of Senate Bill No. 508 

(SB 508), OCTA was able to adjust the FRR to include local funds.  SB 508 states, “If fare revenues are 

insufficient to meet the applicable ratio of fare revenues to operating cost required by this article, an 

operator may satisfy that requirement by supplementing its fare revenues with local funds.  As used in 

this section, “local funds” are any non-federal or non-state grant funds or other revenue generated by, 

earned by, or distributed to an operator.”  After incorporating property tax revenue, advertising revenue, 

and Measure M fare stabilization, the adjusted FRR was 25.2 percent. 
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Operating Cost per Revenue Vehicle Hour 

Cost per RVH is one of the industry standards used to measure the cost efficiency of transit service.  It is 

derived by dividing operating expenses by RVH.  In order to provide a more comparable illustration, all 

metrics below are calculated based on direct operating cost, which excludes capital, general 

administrative, and other overhead costs. 

Similar to the FRR, the statistics below depict actuals over the last 12 months.  All modes operated at a 

higher cost per RVH than the same 12-month period of the prior year with 1.64 percent increase in DOFR, 

3.82 percent increase in CFR, and 2.27 percent increase in OC ACCESS.  The increase in DOFR was primarily 

due to the execution of the new Coach Operator labor contract.  A signing bonus was expensed in 

May 2018, along with a salary increase.  The increases in CFR and OC ACCESS cost per RVH were primarily 

associated with the increase in the contracted rates as included in First Transit, Inc., agreement and 

MV Transportation, Inc., agreement for FY 2017-18. 
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Performance Evaluation by Route 

Continuing efforts are underway to better understand and address ridership trends.  The OC Bus 

360° Plan, approved by the Board of Directors in March 2016 and under implementation for nearly two 

years, included several strategies to stimulate fixed-route ridership.  These strategies include targeted 

marketing, a discounted summer youth pass, development of a mobile ticketing application, re-branding 

the fixed-route fleet, and improved travel time through the use of express-type service on local routes.  

Major route adjustments were implemented in June and October 2016 and February 2018.  All of the 

adjustments to date under the plan were developed on the basis of route-level performance.  Staff 

continues to monitor the impact of these adjustments on ridership and productivity and consider other 

strategies to further improve service performance.  Performance evaluation is important because it 

provides: 

 A better understanding of where resources are being applied; 

 A measure of how well services are being delivered;  

 A measure of how well these services are used; and 

 An objective basis for decisions regarding future service changes and service deployment. 
 

The tables on the following pages summarize route-level performance through the fourth quarter in 

FY 2017-18.  The first three tables present the route-level performance sorted by routes with the highest 

net subsidy per boarding to routes with a lower net subsidy per boarding, and the remaining three tables 

present the same information sorted by routes that have the highest boardings to routes with a lower 

level of boardings. 

A route guide listing all of the routes and their points of origins and destinations is provided on the last 

page of this report.  Route types are grouped by route numbers as follows: 

 Routes 1 to 99:  Local routes 

 Routes 100 to 199:  Community routes  

 Routes 200 to 299:  Intra-county express routes   

 Routes 400 to 499:  Stationlink routes  

 Routes 500 to 599:  Bravo! routes 

 Routes 600 to 699:  Seasonal routes (these are not included on the following charts) 

 Routes 700 to 799:  Inter-county express routes 
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     Route Reference Table
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OC Bus 360° Plan:  Performance to Date 

Major bus service changes approved under the OC 360° Bus Plan were implemented in October 2016 and 

February 2018.  Provided below is a series of charts that show overall system performance over the last 

13 quarters and the impact of the route adjustments implemented in October 2016 (marked by the green 

bar) and February 2018 (marked by the blue bar).  In this review, performance is measured by change in 

average weekday boardings for routes that were improved and average B/RVH for routes that were 

reduced.  This analysis is necessary and on-going to gauge the effectiveness of the recommended changes 

and overall plan and does not include the seasonal services operated by OCTA (e.g., OC Fair Express). 

The trend of overall system ridership and productivity is provided on the following chart. 

 
Ridership through the fourth quarter of FY 2017-18 continues to show a stabilizing ridership trend from 

the changes implemented in October 2016 through the February 2018 Service Change Program. 

 Ridership was 3.4 percent higher than the previous quarter, but essentially 2.3 percent lower than 
the same quarter last FY.  

 

 Productivity (orange line in chart) over the fourth quarter improved by 2.9 percent. 
 

Overall, the adjustments implemented under the OC Bus 360° Plan are trending steadily.  The following 

chart compares the system trend against the group of routes improved in October 2016 and 

February 2018. 
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 The system average for average weekday ridership during the fourth quarter was 125.5 thousand, 

a 2.3 percent increase compared to the previous quarter, but 2.6 percent lower than the same 

quarter last year. 

 

 The improved routes collectively (October 2016 and February 2018 improvements) had 39,300 

average weekday boardings over the quarter.  

o 3.7 percent higher than the 37,900 average weekday boardings reported the previous 

quarter, but 

o Slightly higher than the 39,200 boardings reported during the same quarter last year. 

o Trend is similar to systemwide average weekday ridership  

 

Improved system and route productivity are the goals for services that are reduced or eliminated under 

the OC Bus 360° Plan – making low performing routes more productive.  In February 2018, more routes 

were reduced or eliminated to improve productivity.  The following chart compares the system 

productivity trend against the productivity of the group of routes that were reduced/eliminated in 

October 2016 and February 2018.  
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During the fourth quarter of FY 2017-18, the collective reductions are yielding observable improvements 

in productivity compared to the system average.  

• The system average for weekday productivity was just below 25 B/RVH at 24.8 but is drawing 

closer to the system average. 

 The reduced services collectively had an average weekday productivity above 28 B/RVH, the 

highest in three years. 

o 6.4 percent higher than the second quarter (before the February 2018 service change); 

and  

o 5.3 percent higher than the same quarter last year. 

Note: For the last reporting period, the February 2018 reductions were not included in this chart.  As a 

result, OC Bus 360° number for the third quarter of FY 2017-18 varies in this report. 

 

Next Steps 

Staff will continue to work and collaborate to improve service reliability, with a focus on OTP and vehicle 

reliability. 

Staff from the External Affairs, Operations, and Planning Divisions will continue to track the 

implementation of strategies under the OC Bus 360° Plan, including the launch of the OC FLEX service. 

 




