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MESSAGE FROM THE PRESIDENT

L

Demetrius Crichlow
Interim President
New York City Transit

151

accessible subway
stations

Pillars of Success: Safety & Service
Our job at New York City Transit is to move people safely and efficiently
where they need to go. We don’'t move machines, we move people.

This month is the 34th anniversary of the Americans with Disabilities Act
(ADA). We commemorate this milestone every year as MTA Accessibility
Pride Month. It's good to be proud of who we are. For too long, our public
institutions were inaccessible to too many New Yorkers. Our transit system
was no different. At New York City Transit, we're proud of the work we've
done to make the system more accessible over the years. We know we
inherited a system that was not built with accessibility needs in mind. I'm
proud of our teams across the Departments who come to work every day
to make our system more accessible to everyone. Our system works best
when everyone in the city can use it.

Thanks to our partners at MTA
Construction and Development,
we're installing elevators at stations
at an unprecedented pace. In 2023,
8 stations received new, full ADA-
complaint elevator upgrades.In 2024,
we're on pace to open new accessible
elevators at 14 stations! With the
opening of the new ADA upgrades
at Metropolitan Av & and Lorimer St

Stations back in April, 151 stations
acrossour systemare now accessible.

But, as my friend and MTA Chief Accessibility Officer Quemel Arroyo often
says, the work of improving accessibility goes beyond installing elevators.

At the Department of Subways, | saw this work first-hand when | served
as Senior Vice President. In 2023 we were proud to introduce the first
Wide Aisle Gates into the system at Sutphin Blvd-Archer Av-JFK Airportin
Queens and Atlantic Av —Barclays Ctrin Brooklyn. These gates are giving
riders with mobility devices, strollers, luggage, or bikes an easy way to pay
and get through the fare array. This pilot program served as the launchpad
for understanding how we can make navigating stations more seamless,
and has informed our current search for secure, accessible, and modern
fare gates for the future of the subway system. Not only have these new
gates made our system more equitable, but they are also helping usin the
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MESSAGE FROM THE PRESIDENT

battle against fare evasion. Since the gates were installed at Sutphin Blvd
— Archer Av — JFK Airport, payment compliance has increased by 20%.
We've since expanded the use of these gates to Astoria Blvd in Queens
and 34th Street — Penn Station in Manhattan.

We also rolled out several station improvements. We expanded the use
of the NavilLens program, a free smartphone app that translates visual
information into accessible formats. The app codes are installed at 12
subway stations. We installed accessible boarding area floor decals, which
help ensure customers are boarding a train at the best location on the
platform. These decals are at over 15 subway stations, and we look forward
to bringing them to more stations soon. At 66 Street — Lincoln Center €
we installed tactile Braille line maps,
which provide information on all the
stations on the line to blind and low-
vision customers who cannot easily
use a print map or digital screens.
We know there is no one-size-fits-all
answer to making our system more
accessible, but by implementing new
andinnovative programs like these we
move so much closer to our goal of a
completely accessible system.

Andit's not just on our subways. The Department of Buses has taken great
strides over the last several years to make it easier for people to access
our bus fleet. On my first day as Interim President, | stood with Senior Vice
President Frank Annicaro to announce the expansion of the Automated
Camera Enforcement (ACE) program. These cameras on our buses will
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MESSAGE FROM THE PRESIDENT

1,000

ACE-equipped
buses by year-end
2024

9,000

weekday trips
booked onthe
MY AAR app

now go beyond the bus lanes themselves, helping to keep bus stops clear
and ensure that customers who need to use the ramp or lift can do so to
safely and seamlessly as they enter and exit the bus. When enforcement
cameras are activated, on average, routes see bus lane speeds increased
by 5%, collisions with buses reduced by 20%, and emissions reduced by
an estimated 5% to 10%. Only 9% of drivers commit another bus lane
violation after being fined. By the end of 2024, there will be over 1,000
ACE-equipped buses across 33 routes.

Our teams are also hard at work |
to redesign the buses themselves |
to improve accessibility. Our Open
Stroller pilot, the popular program
that allows parents and caregivers W
an opportunity to bring an unfolded
stroller on the bus, is on over 1000
buses along 57 routes across the
city.Hundreds of new andretrofitted
buses were deployed with audio and
visual Digital Information Systems, flexible flip-up seats, and wider doors
and ramps, advancing our progress toward a more accessible bus fleet.

On Paratransit, Access-A-Ride (AAR) is continuing to break ridership
records as customers continue to use our new and improved tools when
booking trips. MY AAR app adoption continues to rise with more than 5,000
trips booked on MY AAR on most weekdays, accounting for 15% of AAR
trips. Since 2020, AAR has enhanced their booking app, digitized the taxi
reimbursement process, and launched a pilot for OMNY for Access-A-
Ride, which will give paratransit customers their first opportunity to travel
without carrying cash.

We should also acknowledge our customer-facing employees, who work
every day to help customers navigate the system as efficiently as possible.
Right now, we have staff at 15 customer service centers throughout the
system, and at our flagship center on 3 Stone Street, helping riders sign
up for programs like Reduced-Fare and assisting with the transition to
OMNY.I'm excited to see how we can continue to leverage these centers
to better serve our customers and meet riders where they are.

The commitment to accessibility also requires us to ensure that everyone
can use our system regardless of their economic status. | was excited
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to see the Mayor and the City Council announce an expansion for the
Fair Fares programin their Fiscal Year 2025 budget agreement. This new
agreement will allow those earning up to 145% of the federal poverty level
to qualify for Fair Fares, which already provided half-price transit rides to
hundreds of thousands of New Yorkers. Transitis a tool for equity, and this
expansion will only make the essential transit services we deliver more
equitable and accessible.

Accessibility is at the heart of providing world-class service. At New York
City Transit, we know making the system accessible to every customer
is a team effort. In my 27 years of service at the MTA, | have seen great
progress made. We are the best transit system in North America, with
the best staff, and | know we can continue to get this job done. Earlier this
monthlhad the privilege of attending the MTA Accessibility Awards, where
we honored dozens of employees who dedicated their work to ensuring
amore equitable system for all. It fills me with immense pride to say that
| work alongside the people who are making this happen. Thank you for
letting me continue this work with you, and | look forward to seeing you
out there in the field soon.

In service,

Demetrius Crichlow
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PECIAL FEATURE

Checking in on Customer Satisfaction
Customers Count Survey

The Spring 2024 bi-annual Customers Count survey was conducted April 18 - May
12, 2024, and was offered online in 9 languages, with a phone option. We received
more than 79,000 subway line, 22,000 bus route and 5,000 AAR evaluations from
over 40,000 NYCT customers.

Customers Count provides MTA agencies with robust data to help them see trends
at more granular levels — allowing a deeper understanding of satisfaction at the line,
route or station level. Further, the data is weighted by transit ridership proportions and
acensus adjustment to be representative of overall transit ridership. Regular readers of
the Committee book may also be familiar with our Pulse customer satisfaction surveys,
used to track how perceptions of a subset of attributes are trending every month, using
a smaller sample of riders.

Subways

Overall Subway Satisfaction
Among customers who used the Subway in the last 6 months, percent shown is total satisfied (rated 6-10).

Spring 2022 Fall 2022 Spring 2023 Fall 2023 Spring 2024

m\Very S Satisfied = Dissatisfied mVery Dissatisfied

Topline Trends:

Subway satisfaction fell in the Spring 2024 Customer Counts survey to 47%, a five-
point decline from the Fall 2023 Survey and the first time subway satisfaction fell below
50% since Spring 2022. Underlying data shows declines in all four key performance
indicators, though overall station and line satisfaction remainedinline with results from
the Spring 2023 Survey. All four key metrics were at least eight points above the Spring
2022 baselineinthe Spring 2024 Survey. However, safety on trains and in stations fell
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PECIAL FEATURE

Checking in on Customer Satisfaction (cont.)

tothe lowest levels since the Fall 2022 Survey. These indicators have a high correlation
with overall customer satisfaction and remain core drivers of the customer experience.

Key Subway Satisfaction Indicators
Among customers who used the Subway in the last 6 months, percent shown is total satisfied/feel safe (rated 6-10).

—e—Overall station

—eo—Qverall line
+—Safety on trains

—e—Safety in stations

34%

Spring 2022 Fall 2022 Spring 2023 Fall 2023 Spring 2024

Overall line-level satisfaction fell across the board in the Spring 2024 survey to 54%.
The (), @, ®, and ) trains were the highest performing lines with satisfaction levels
of 60% and above. Line satisfaction on the A-Division (numbered lines) declined more
than the B-Division (lettered lines) in aggregate, which can be traced to a challenging
first quarter of on-time performance across the division. Station satisfaction declined
to 61% - below Fall 2023 but in line with Spring 2023's performance.

Safety and Quality of Life Remain Front and Center

No factor had moreimpact on the trends in overall satisfaction in the spring survey than
personal safety and security. While overall subway crime declined during the first half of
2024 inthe run up to the survey, high-profile incidents in the system in the first quarter
of this year contributed to a perception issue which brought down the percentage of
customers feeling safe on trains and in stations. Customers in every borough cited
safety from crime and harassment onboard trains as the single mostimportant attribute
driving their overall satisfaction.
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Checking in on Customer Satisfaction (cont.)

Subway Key Drivers of Overall Satisfaction

In order of attribute importance
Among customers who used the Subway in the last 6 months, percent shown is total satisfied (rated 6-10), A/V indicate
significant change at 90% Confidence Interval from Fall 2023

Very Important Key Drivers

Safety from crime or harassment on board trains 46%

Cleanliness on board trains 50%

Important Key Drivers

Safety from crime or harassment in stations 54%

Safety from accidents on board trains 62%

Service reliability 55%

Frequency of delays 46%

52%

Waiting times
Crowding on board trains 49%

Cleanliness of stations 51%

Cleanliness satisfaction, particularly onboard trains, fell in the Spring 2024 survey.
Concurrently, this driver is now more important to customers overall satisfaction — it
was the second most important attribute to customers in the survey. Underlying data
suggests that homelessness was a major factor. Of the 50% of customers who were
dissatisfied with cleanliness, 77% cited homelessness and 74% cited unpleasant smells
as reasons why. Customers in every borough except for Manhattan cited cleanliness
on board trains as their second most driver of overall satisfaction. Efforts to improve
quality of life in the system, be it the SCOUT teams, end-of-line homeless outreach,
and increased deployment of uniformed officers, were all scaled up in the spring to
address these concerns.

Re-NEW-Vations Move the Needle

A promising sign in the Spring Survey was continued benefits from the Station Re-
NEW-vation program to overall customer satisfaction. Customers who travel through
recently re-NEW-vated stations expressed greater overall satisfaction in the Spring
2024 Survey. They were more satisfied with station cleanliness and lighting, and they
felt safer from crime. Crucially, these scores were up on all three metrics from the
Spring 2023 Survey, in contrast with other datapoints in the survey.
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PECIAL FEATURE

Checking in on Customer Satisfaction (cont.)

Stationagents also continue to be adriver of increased customer satisfactionin their new
role working outside of the booth. Customers who interacted with a station agent were
satisfied with that interaction 71% of the time, and the overall satisfaction of customers
who interacted with an agent outside of the booth was 50%, 3 points above the baseline
satisfaction rating.

Buses

Overall Bus Satisfaction
Among customers who used the bus in the last six months, percent shown is total satisfied (rated 6-10)

—e—Express 79%

Bus °

—
67%

—o—Local,

and Select

Bus

Spring 2022 Fall 2022 Spring 2023 Fall 2023 Spring 2024

Topline Trends:

Overall bus satisfaction (Local, Limited, and Select Bus) was unchanged from the Fall
2023 Survey at 57%. At borough-level, satisfaction went up or was flat in Brooklyn,
Manhattan, Queens, and Staten Island, and slightly down in the Bronx. Customers
who ride during the AM and PM peaks and those who ride 5 days per week were more
satisfied than in Fall 2023. Service reliability, wait times, and travel times, the three
most important attributes to customers, stayed flat or decreased modestly since Fall
2023. This mirrors performance metrics showing a decline in bus speeds back to pre-
pandemic levels in the first half of 2024. About two-thirds (or 67%) of customers were
satisfied with their overall bus routes, ten points above overall system satisfaction and
three points higher than Fall 2023.
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PECIAL FEATURE

Checking in on Customer Satisfaction (cont.)

Bus Key Drivers of Overall Satisfaction

In order of attribute importance
Among customers who used the bus in the last 6 months, percent shown is total satisfied (rated 6-10), A/V
indicate significant change at 90% Confidence Interval since Fall 2023

Very Important Key Drivers
54%

Service reliability

Wiaiting times 43%

Important Key Drivers

Travel times 62%

44%

Frequency of delays

Hours of operation 64%

Cleanliness on board buses 66%

Bus driver helpfulness 2%

Fare evasion has an impact on customer experience. People not paying was the fourth
most common area for improvement customers cited to increase their satisfaction, ahead
of frequency of delays and bus speeds. In the Bronx, the one borough with overall slippage
in customer satisfaction, fare evasion was the third most important attribute for customers
toincrease their satisfaction, with nearly 30% of customers indicating it as a priority.

OnExpress Buses, overall satisfaction declined by 5 points to 67%inthe Spring 2024 survey.
Waittimes, service reliability, and frequency of delays were cited by Express Bus customers as
criticaldriversintheir overall satisfaction. At the borough level, satisfaction declinedin Staten
Island and the Bronx inthe Spring 2024 survey while remaining flat in Brooklyn and Queens.
Spring 2024 route satisfaction remained high at 77%, but was down 3 points from Fall 2023,
and was flat in every borough except for Staten Island, where it fell to 70%.
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PECIAL FEATURE

Checking in on Customer Satisfaction (cont.)

Continued Progress on Priority Routes:

Encouraging progress was seeninthe Spring 2024 survey onNYCT's Priority Bus Routes. On
the 30 current routes, satisfactionjumped 5% from Fall 2023 to 67%. Among the nine Queens
priority routes, the four with the highest daily ridership (Q23, Q25, Q60, Q65) increased on

average 8 pointsin satisfaction since Fall 2023.

Onthe 10 “graduating” routes, whose metric gains had sufficiently improved since last fall to
turn focus to other routes, customer satisfaction continued to improve to 70%, up from 65%

inthe fall.

2024 Bus Priority Routes

Percent shown is total satisfied (rated 6-10). Spring 2024 Overall Local Bus route satisfaction is 67%.

0,
30 Current Priority 62%

Routes 67%
o

Bx6, Bx15, Bx17,Bx19,Bx21,B8,B12,

B15, B35,B47,M11,M15,M101, M102,
M60 SBS, Q23,Q25,Q65,Q47,Q72,Q86,
Q8,Q41,Q60,B103,540/90,546/96,
S48/98,S74/84,576/86

63%
12 New Routes

66%

Bx6, Bx15,Bx17,B12,B35,B47,M15,Q47,
Q72,B103,540/90,576/86

Bx1,Bx2, Bx39, Q564,B41,B46,M7,Q66,
S78,S79SBS

o
10 Graduating 65%
routes 70%
0

m Fall 2023 = Spring 2024
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PECIAL FEATURE

Checking in on Customer Satisfaction (cont.)
Paratransit (AAR)

Overall Satisfaction with Access-A-Ride
Among customers who used AAR in the last six months, percent shown is total satisfied (rated 6-10)

Spring 2022
Fall 2022
Spring 2023
Fall 2023

Spring 2024

Topline Trends:

Paratransit satisfaction was steady at 68% in the Spring 2024 survey. Satisfaction
has improved by seven points since Spring 2022, and the proportion of customers
feeling “very satisfied” was at arecord highin Spring 2024. This increased satisfaction
notably comes at a time of historically high ridership across Paratransit. Ridership in
2024 is tracking at nearly 20% higher than 2023 levels and is above pre-pandemic
levels. Improvements in Paratransit service have not only generated consistently
strong customer satisfaction, they have also attracted new customers and increased
the frequency with which customers travel. Core metrics that Paratransit customers
indicated would increase their satisfaction were service reliability and flexibility, though
the proportion of customers indicating that reliability needed to improve to increase
their satisfaction dropped seven points from Fall 2023.
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PECIAL FEATURE

Checking in on Customer Satisfaction (cont.)

Access-A-Ride Key Drivers of Overall

In order of attribute importance

Among customers who used AAR in the last 6 months, percent shown is total satisfied (rated 6-10), A/V indicate
significant change at 90% Confidence Interval since Fall 2023

Very Important Key Drivers

On time pick up 65%

Travel times 74%

Important Key Drivers

mas 8" most important in Fall 2023__ > __| Personal security

82%
Being able to get a ride for the day or time of your request

82%

Frequency of no-shows 59%

Driver courtesy and professional behavior 78%

The most important driver of overall satisfaction in Spring 2024 was on-time pickups,
and customers were six points more satisfied on this metric than in Fall 2023. This
improvement mirrors strong performance in recent months and the tightening of how
NYCT measures on-time pickups from the industry standard 30-minute window to
a higher 20-minute standard. Even with this shorter window, on-time pickups have
consistently tracked at or above 90%, with especially strong performance on Broker
services which complete the majority of Paratransit trips.
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Subway Service Delivered

The share of scheduled trains that are actually provided (compared to schedule) during peak hours

100%

95%

90%

85%
JASONDJFMAMJJASONDJFMAMJJASONDUJFMAMUJ

2021 2022 2023 —2024—

Subway Delays

The share of trains that arrived at terminal locations more than five minutes late, did not operate, or that skipped any
planned station stops

30%

M Infrastructure & Equipment H Crew Availability Scheduled Maintenance
H Operating Conditions External Factors H Police & Medical
20% I I
WTH |||l||II|| TrH T
5 . I
: THO O HTH HH1HO

) IIII I II I

0%
JASONDJFMAMJJASONDJFMAMJ JASONDJFMAMJ
2021 2022 2023 — 2024 —

Data Review
InJune 2024, weekday On-Time Performance (OTP) was 83.7%, up 0.9 points from

May 2024, and the highest since June 2023. This continued a trend of incremental
improvements each month since January. Service Delivered (SD) was 94.5%, slightly
down from last month but above the year-to-date average as the addition of new
crews has reduced crew availability delays. In June, the percentage of customers
arriving at their destinations within five minutes of schedule (CJTP) reached 85.0%,
the highest since last November, due to a 3-second decrease in additional platform

time (ATT) and a 4-second reduction in additional train time (ATT).

Moving Forward
Subways was pleased to kick off July with the next phase of service increases. On

weekdays, middays and early evenings ©, @, @, and () trains now operate every 8
minutes instead of every 10, and weekend € and @ trains now operate as frequently
as every 10 minutes instead of every 12 minutes. The department also successfully
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Subway Additional Platform Time + Additional Train Time

APT: The average time that customers spend waiting at a station beyond their scheduled wait time
ATT: The average time that customers spend onboard a train beyond their scheduled travel time

BAPT BATT
2

1.5

Minutes

0.5

JASONDJFMAMJ JASONDJFMAMJJASONDJFMAMUJ
2021 2022 2023 ——2024——

Customer Journey Time Performance

The share of customer trips with a total travel time within 5 minutes of the scheduled time

100%

90% Systemwide Average 85.0%
80%
: i
60%
« o

N s x5 0 AR P R 0O Q0 ¢t oYy LRI R
g < o
° )

B

kicked off the first two phases of the summer-long construction project on the @ line
to facilitate the installation of modern CBTC signaling. @ Train Czar Hugo Zamora
was joined by an army of staff from Subways, Buses, Operations Planning, and other
areas to help customers navigate the service changes, ensure the temporary bus
service operated as planned, and provide real-time feedback where needed. The
Stations and Facilities teams are also hard at work re-NEW-vating many of the &
stations while they are closed, performing deep cleaning, installing new LED lighting,
painting, and making repairs. The Track teams also continued a record pace of work
toinstallnew track panels on outdoor lines, replacing over 500 so far this year. Finally,
congratulations to Assistant Chief Officer of Facilities Mairim Standing, who was
profiled in Railway Track & Structures magazine'’s feature on Women in Railroad
Engineering, inrecognition of her successful work in building out station Customer
Service Centers and new and renovated Transit employee facilities.
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Bus Service Delivered

The share of scheduled buses that are actually provided at the peak load point during peak hours

100%

95%

90%
JASONDJFMAMJJASONDJFMAMJ JASONDJFMAMJ
2021 2022 2023 —— 2024 —

Bus Speeds, by Time of Day

The average speed ofall NYCT & MTA buses
9

AM Peak (6a -10a) Midday (10a -3p)

8.5
8 —\/\/\/\/\M\/\/\

75

ANy

JASONDJFMAMJJASONDJFMAMJJASONDJFMAMUJ
2021 2022 2023 ——2024——

Data Review

Bus performance in June improved in all key areas compared to May 2024, and
it remained stable compared to June 2023. Service Delivered (SD) was 95.1%,

a 0.3% increase from June 2023 and consistent with May 2024. On a 12-month
average, Service Delivered remained steady at 95.3%. Bus Speeds averaged
8.0 mph, an 1.3% improvement compared to May 2024. Additional Travel time
(ATT) and Additional Bus Stop Time (ABST) also improved by 26 seconds and 4
seconds respectively. This helped Customer Journey Time Performance (CJTP)
increase by 2.3% to 70.7% in June.

PM Peak (3p -7p)

mph

Moving Forward

Last month, Buses successfully activated Automated Camera Enforcement (ACE) on
14 routes, enabling MTA buses to spotillegally parked vehicles in bus lanes and stops
as well as double-parking along bus routes. The warning period ends on August 18,
so please do not block our buses!In 2023, Buses implemented an initiative to bring
“targeted improvements” to the worst-performing routes across all five boroughs.
The 30 routes considered for this initiative have below average CJTP and customer
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Additional Bus Stop Time + Additional Travel Time
ABST: The average time that customers spend waiting at a stop beyond their scheduled wait time
ATT: The average time customers spend onboard a bus beyond their scheduled travel time

4
mATT mABST

3
2

J 11T
0 [ - — . =

Minutes

-1
JASONDJFMAMJ JASONDJFMAMJJASONDJFMAMJ
2021 2022 2023 2024

Bus Customer Journey Time Performance, by Borough, June 2024

The share of customer trips with a total travel time within 5 minutes of the scheduled time
Systemwide Average 70.7%

60%
40%
20%

0%

Bronx Brooklyn Manhattan Queens Staten Island

80%

satisfaction, but above-average ridership. In June 2024, 40% (or 12 out of 30) of
routes showedimprovementsin 3 or more performance categories. Notably, the B12
in Brooklyn excelled, improving in all performance categories including increases
in CJTP and SD by 12.1% and 3.3% respectively.

As an additional part of the initiative, Buses has closely collaborated with the NYPD
to conduct joint traffic enforcement initiatives. To date over 13,000 tickets have
beenissued, and the NYPD has arrested over 30 individuals and seized about 500
illegal scooters. Additionally, the NYPD launched a Bus Lane Enforcement Task
Force whichtargetsillegally parked vehicles inbus routes along 20 priority corridors.
Since the program’s launch at the end of last year, over 55,000 summonses were
issued and over 1,000 tows were completed.

The Spring 2024 Customers Count survey shows customer satisfaction on the
30 lowest-performing routes is now 67%, a 5% improvement from the Fall 2023
survey. Additionally, the 10 routes that graduated from last year’'s program have
maintained their progress by achieving a 70% satisfaction rate, also a 5%
increase from the prior survey.
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Paratransit Trips, by Type of Provider

The number of paratransit trips, by type of service

800 u Broker u E-Hail 1 Street Hail M Primary Provider u All others

700
60!

500 II I I II I I II
. T il
; i
2
1
0

JASONDJFMAMJJASONDJFMAMJJASONDJFMAMJ
2021 2022 2023 —— 2024

Thousands
8 88 8 8

o
o

Paratransit On-Time Performance

The share of paratransit customers who are picked up within 20 minutes of schedule

100%
05% e Primary provider (20 min) e Broker (20 min)
90%
85%
80%
75%

70%
JASONDJFMAMJJASONDJFMAMJJASONDUJFMAMUJ

2021 2022 2023 — 2024 —

Paratransit Provider No-Shows
The share of providers that do not arrive at the pick-up location within 30 minutes of the promised time and the trip is not
provided

12
s Primary e Broker

-
o

©

per 1,000 scheduled trips

—~

JASONDJFMAMJJASONDJFMAMJJASONDUJFMAMUJ
2021 2022 2023 ——2024——
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Data Review
Totaltrips and total ridership in June 2024 increased by nearly 19% when compared
to June 2023, once again exceeding 1 million riders during the month.

On-time performance (OTP) continues to be strong, despite the continuous record
high ridership. AAR’s primary carrier service completed 86% of pickups within the
20-minute window from promise time, remaining steady when compared to May 2024.
Broker providers completed 93% of trips within the 20-minute pickup window, also
remaining flat compared to May and 1% lower than AAR’s goal of 94%.

The No-show Rate for primary carrier service (1.2 per 1,000 trips) increased slightly
in June compared to May, but it remained well within the goal of 3.0 per 1,000 trips.
For broker service, the No-show Rate (0.8 per 1,000 trips) in June was similar to May,
and it was also within the 3.0 goal and decreased compared to June 2023 (2.16 per
1,000 trips).

Call Center performance remained high, with nearly 900,000 Calls Answered in
June. 96% of all calls were answered (above the 95% goal), and the Average Speed
Answered was 45 seconds, better than the goal of 60 seconds.

Moving Forward

On July 1, E-Hail Phase 3 was successfully launched and will allow participants to
travel farther and reach more destinations on their trips with the MTA subsidy. AAR will
continue to collect and analyze data to seeif the program can be offered to additional
customers later this year.

The focus remains on the goal of maintaining performance as ridership grows as
wellasincreasing AAR customer satisfaction beyond 80%. Based on daily customer
feedback and monthly Pulse Surveys, AAR will continue to address the issues most
important to customers, including increasing OTP, reducing provider no-shows, and
reducing trip lengths.
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Cus

tomer Accident Rate

The number of reportable subway and bus customer accidents per million customers (12-month rolling average)

June data not yet available

e BUS  em— Subway

JASONDJFMAMJJASONDJFMAMJ JASONDJFMAMUJ
2021 2022 2023 ——2024——

Bus

Collision Rate

The number of bus collisions per million miles
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Subway Fires

Total number of fires in the subway, including right-of-way, in stations and on trains.
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Employee Lost Time Accident Rate

The number of reportable employee lost time accidents per 100 employees (12-month rolling average)

June data not yet available

e Bus e Subway

JASONDJFMAMJ JASONDJFMAMJJASONDJFMAMUJ
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Assaults and Harassments Against NYCT Employees

Assault, under NYS penal law, requires physical injury. Harassment involves actions that annoy or alarm with no
resulting physical injury
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Data Review & Moving Forward
Subway Customer Accident Rates decreased when comparing the most recent
12-month period to the previous one.

Bus Collisions decreased slightly, however Collision Injuries and Customer Accidents
increased when comparing the most recent 12-month period to the previous one.

Employee Lost Time Accidents decreased when comparing the mostrecent 12-month
period to the previous one.

During the rolling 12-month basis, Subway Fires decreased 30% when comparing
periods ending in June 2024 and June 2023.
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Major Crimes Against Subway Customers
The rate of all major felonies (murder, rape, robbery, felony assault, grand larceny) against subway customers
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NYPD Summonses & Arrests

The number of summonses issued for fare evasion (TABs + criminal); number of summons issued for other infractions; and

number of arrests made by NYPD
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Perception of Safety and Police Presence

On a scale of 1-10, where 1is very unsafe and 10 is very
safe, how safe do you feel using the subway?

8
s ON Traing e |n Stations
6
4
FMAMJJASONDJFMAMJJASONDJFMAMJ

2022 2023 —2024—

| 24 |

How do you feel about the
number of uniformed police
officers you’ve seen in the
subway?
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Data Review

In June 2024, Major Felony Crime decreased both by 3% month over month and
12% versus June 2023. Crime also decreased by 5% when compared to the 2023
monthly average. Crimes per Million Customers increased by 6% from May 2024,
butitdecreased by 11% versus June 2023. Crimes per Million Customers decreased
10% compared to the 2023 monthly average (normalized for ridership trends and
days per month).

The figures above represent a continuation of a downtrend in crime year-to-date
(YTD) after an uptick in January 2024. In fact, YTD crimes trends are nearly 7%
below the comparative periodin 2023. The collaborative efforts to combat the rise
in crime noted earlier this year have continued to show a significant effect month
over month. We at MTA Safety & Security will continue to work with law enforcement
partners on quality of life (QoL) and crime control initiatives and hope to see this
downtrend continue. Their efforts have not gone unnoticed, and we recognize the
major impacts they are having on the customer experience.

As the primary policing agency in the NYCT subway system, the NYPD continues
to enforce laws, rules, and regulations within the transit system. Their summons
and arrest activity are up versus June 2023 & the 2023 monthly average. We are
encouraged by their commitment to ensuring order and safety are maintained within
the transit system. We will also continues to offer our support and partner with the
NYPD to deploy internal resources, like MTAPD Transit Ops, Scout Teams, and
SERT Teams, within the system.

Moving Forward

We are very encouraged to see our Crimes per Million Customers figures trend
downward year over year. The long-term effects of our initiatives show proactive
crime, security, and safety programs are working as designed. Our customers
are noticing a change in the culture within the subway system as reflected in the
improving saftey scoresin the recent Pulse Survey. We believe that our new crime
and QoL initiatives have been proven as effective by impacting top-line statistics
and the customer experience. Crime and disorder in our system continues to be a
dynamicissue, and itremains atop priority for the MTA. We will continue to press
ahead and ensure all safety milestones are being met.
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RIDERSHIP

Subway Ridership
The number of paying subway & SIR customers, and estimated number of non-paying customers, on an average weekday

April through June fare evasion data not yet available
u Paid u Unpaid
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Bus Ridership

The number of paying bus (NYCT and MTA) customers, and estimated number of non-paying customers, onan average
weekday
April through June fare evasion data not yet available
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Paratransit Ridership

The count of trips taken on paratransit over the course of the month
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RIDERSHIP

Data Review

Consistent with annual trends, ridership in June 2024 dipped from the highs reached
in May. Paid weekday subway ridership decreased to 3.72 million from 3.91 million
the prior month. However, year-over-year growth was 2.9% versus June 2023,
marking the highest growth seen so far in 2024. Midweek paid June ridership was
strong at 3.91 million. Accounting for combined paid and unpaid ridership, June
weekdays increased around 4.9% compared to June 2023. On weekendsin June,
a2024 high for Sunday (and the 3rd highest since the pandemic) of 2.13 million paid
riders was captured on Sunday, June 9. Due to rainy weather however, Gay Pride
weekend from June 29-30, which is typically the highest ridership weekend of the
first half of any year, was lower than expected.

On the bus side paid ridership also followed seasonal patterns, dropping in June
to 1.27 million on an average weekday. This represents a 7.3% decline from June
2023, but this is the lowest year-over-year decline seen in 2024. With preliminary
estimates of fare evasion, total weekday bus ridership would stand at 2.49 million,
which would be a 10.3% increase over the 2.26 million estimated weekday riders
the year prior.
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CUSTOMER SATISFACTION

Monthly Pulse Survey Results - June

How satisfied are you with your transit experience?
The Pulse Survey was not conducted in April as the
Customers Count Survey was conducted in the field.

Subways
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H Very Satisfied u Satisfied = Dissatisfied M Very Dissatisfied

What needs to improve to increase your satisfaction?
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| 28 |



CcuU

Subway

STOMER SATISFACTION

Key Customer Experience Indicators

How satisfied are you with each of the following attributes?
Includes customers who were very satisfied or satisfied
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Data Review

The subway satisfaction rate for June is 58%, similar to the prior month. Overall
line satisfaction (59%) and station satisfaction (58%) are both on-par with May.
Customers’ sense of safety on subways also improved; 59% feel safe on trains (up
4% from May) and 59% feel safe in-stations (up 3% from May).

Overallbus (including Express) satisfaction in June is 60% and is consistent with May
scores. Local bus (Local/Limited/SBS) satisfaction is 60%. All local bus attribute
satisfaction stayed consistent with May— Bus Cleanliness (71%) scored the highest,
while Waiting Times (47%) scored the lowest. Express bus satisfaction in June is
62%, an improvement after decreasing the prior two months.

Access-A-Ride (Paratransit) satisfactionin Juneis 79%, up 3% from May. Satisfaction
among customers traveling during the midday (80%) increased by 5%. Satisfaction
with Vehicle Cleanliness (79%) also increased by 5%, while all other attributes stayed
consistent with May. This month overall satisfaction exceeded 80% for Manhattan,
Staten Island, and Brooklyn customers.
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CUSTOMERS AND COMMUNITIES

OMNY Retailer Outreach

The MTA Government & Community Relations (GCR) and Strategic Initiatives teams
attended the July National Supermarket Association meeting in College Point, Queens
to promote the OMNY Retailer Program. Approximately 40 supermarket owners from
the five boroughs attended the event. The team discussed the benefits of joining the
OMNY retail network and answered all questions regarding selling OMNY cards.

Family Day in East Harlem

GCR recently represented the agency at State Senator Cordell Cleare’s Family Day event
in East Harlem. The team shared information on how to use the OMNY fare payment
systemto Family Day attendees and helped eligible residents sign up for Reduced-Fare
OMNY and other reduced-fare options. The team also responded to questions about
transit service in the senator’s district.
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FINANGCIAL RESULT

2024 Operating Revenue & Expenses, June Year-to-Date

New York City Transit MTA Bus Staten Island Rail
in $ millions Forecast Actual Variance | Forecast  Actual Variance | Forecast Actual Variance

Totalnon- 21633 20975 (658) 1043 910 (132) 33 34
reimbursable revenues
Farebox revenues 17926 1695.0 (976) 944 884 (6.0) 22 19 (04)
Other revenues 3707 4025 318 9.9 26 (7.3) 11 15 04
Total non-
reimbursable 4,819.7 4,871.0 (51.2) 4811 43241 49.0 38.3 351 3.2
expenses
Labor expenses 36877 3,700.2 (12.5) 360.8 333.2 276 305 267 38
Non- labor expenses 11321 1170.8 (387) 1204 98.9 214 78 84 (0.6)
Non-cash liabilities 1,125.4 1,087.9 37.5 99.9 29.8 704 8.8 1.9 (31)

2‘::::23'“5’ (eficit)-  (37810) (3,861.4) (79.6) (4767) (370.8) 1059 (437) (436) 04

Staffing Levels (Full-Time Equivalents)

New York City Transit MTA Bus Staten Island Rail
Forecast Actual Variance | Forecast Actual Variance | Forecast Actual Variance

Non-Reimbursable 45278 43457 1,821 3,870 3,700 170
Reimbursable 4,849 3,933 916 38 36 2 54 15 39
Total Positions 50,127 47,390 2,737 3,908 3,736 172 422 367 55

Data Review

Farebox revenue was unfavorable to the Budget by $103.9 million primarily due to
lower than projected bus paid ridership and lower than projected fare liability. Other
Revenue was $24.9 million favorable to the Budget mainly due to higher than projected
paratransit andinsurance reimbursement. Expenses were under the Budget by $0.1
million. Labor expenses, including fringe benefits, were favorable by $18.8 million driven
largely by higher reimbursable overhead credits resulting from increasing capital
projects, vacancies and timing of the prescription drug credits; offset by higher than
projected absentee coverage needs and weather events earlier in the year. Non-
labor expenses were unfavorable by $17.9 million mainly due to higher than projected
paratransit service contract expenses, maintenance contract expenses, and higher
than projected obsolete material.

Moving Forward
The Agency continues its efforts to fill vacancies, monitor ridership trends, look for
cost effective ways to operate efficiently and focus on tightly managing expenditures,
especially overtime.
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ACCESSIBILITY

Elevator Availability

The share of time that elevators across the system are running and available for customer use
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Accessibility Update

July is Disability Pride Month and we at MTA Accessibility have been working to ensure
this year continued to be a celebration of our work for customers and employees
with disabilities. We have joined events and resource fairs across all five boroughs
with partnersincluding Disability Unite, elected officials, and cultural institutions such
as the New York Transit Museum. A special thanks to the Mobile Sales team who
provided continual support at many of these events and continue to help demystify
the MTA for current and potential customers.

Accessibility has also been focused internally on employees, who ensure the MTA
has an accessible system every day. Without elevator maintainers, station agents,
bus operators, railroad conductors and the thousands of other MTA employees, the
system would cease to function for all customers including those with disabilities.
OnJuly 22, we honored 38 different employees that have gone above and beyond
in furthering accessibility. This is the second year this event was held, and it is a
highlight of the month to hear how employees go beyond the call of duty to make
the system a better place for us all.

This month Chief Accessibility Officer Quemuel Arroyo was joined by Demetrius
Crichlow and Frank Annicaro on a visit to West Farms Bus Depot to meet frontline
staff and hear more about their experiences. They took a tour of the facility, which
included demonstrations of how the MTA is ensuring the maintenance of bus ramps
and lifts, and they spoke with operators about their biggest challenges when driving
the bus. Bus operators rise to the challenge of ensuring all customers have a safe
and comfortable ride every day, and it isimportant to hear directly from employees
about how we can improve their experience.

We would also like to thank the MTA Customer Communicationsand NYCT Elevator
and Escalator teams who worked closely with us to ensure that the real time elevator
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ACCESSIBILITY

statusinformation was quickly restored following the worldwide CrowdStrike outage.

Finally, due to our continual efforts, in partnership with MTA Real Estate, Construction
& Development, NYCT Stations and E&E divisions,and MTA Legal, the maintenance
and performance of elevators owned and maintained by third parties have significantly
improved over the last year.
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ABOUT THE METROPOLITAN TRANSPORTATION
AUTHORITY & NEW YORK CITY TRANSIT

The Metropolitan Transportation Authority is North America’s largest transportation network,
serving a population of 15.3 million people across a 5,000-square-mile travel area surrounding
New York City through Long Island, southeastern New York State, and Connecticut.

New York City Transitand MTA Bus operate all subways and buses in New York City. Our 45,000
employees serve 4,500,000 passengers aday. We operate nearly 6,700 subway cars and 5,800
buses, and we maintain 472 subway stations, 640 miles of track, 28 bus depots and 70 shops
and yards.

The MTA is governed by a 23-member Board of Directors, organized in eight committees.
Members of the New York City Transit Committee include:

. Haeda Mihaltses, Chair
+  Andrew Albert

«  Samuel Chu

«  Dan Garodnick

+  David Jones

*  MeeradJoshi

+ JohnRoss ‘JR"Rizzo

+ JohnSamuelsen

« LisaSorin

«  MidoriValdivia

new.mta.info



