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About This Report 

 

The Orange County Transportation Authority (OCTA) operates a countywide network of over 60 routes 

including local, community, rail connector, and express bus routes serving over 5,000 bus stops known as 

OC Bus.  OCTA also operates paratransit service (OC ACCESS), a shared-ride program available for people 

unable to use the standard OC Bus service because of functional limitations.  OC Bus service is provided 

through both direct operations by OCTA referred to as directly-operated fixed-route (DOFR) and 

contracted operations referred to as contracted fixed-route (CFR).  The OC ACCESS service is a 

contract-operated demand-response service required 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 

OCTA is committed to the safe delivery of the OC Bus service.  The safety standard for DOFR, CFR, and 

OC ACCESS services is no more than one vehicle accident per 100,000 miles.  Preventable vehicle accidents 

are defined as the number 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. 

All modes of service exceeded the safety standard through the third quarter of fiscal year (FY) 2018-19 

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

OCTA strives to achieve the highest level of customer satisfaction in delivery of the OC Bus services.  

The performance standard for customer satisfaction is courtesy as measured by the number of valid 

complaints received.  Customer complaints are counts of incidents when a rider reports dissatisfaction 

with the service.  The standard adopted by OCTA for DOFR OC Bus is no more than one customer 

complaint per 20,000 boardings; the standard for CFR 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 third quarter of FY 2018-19, DOFR OC Bus service and OC ACCESS service exceeded the 

courtesy standard with less than one complaint per 20,000, and 667 boardings, respectively.  The number 

of valid complaints received for CFR OC Bus service exceeded the one complaint allowed per 

7,000 boardings.  The rise in valid complaints is directly attributed to the loss of service (driver shortage) 

related to the implementation of the February 2019 Service Bid. 
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Reliability:  On-Time Performance 

Reliability is vital to a successful transportation network.  Reliability for OCTA is measured in part by 

on-time performance (OTP).  OTP is a measure of performance which evaluates the schedule adherence 

of a bus operating in revenue service according to a published schedule.  Schedule adherence is tracked 

by monitoring the departures of vehicles from time points, which are designated locations on a route used 

to control vehicle spacing as shown in the published schedule.  For OC Bus service, a trip is considered on 

time if it departs the time point anywhere from zero minutes early to 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 if the vehicle arrives within a 30-minute window.  

The OC ACCESS OTP standard is 94 percent.  Both OC Bus and OC ACCESS failed to meet the standard. 
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Through the third quarter of FY 2018-19, systemwide fixed-route OTP was 82.2 percent, 2.8 percent below 

the standard.  This marks a 0.2 percent increase from the previous quarter and a 2.3 percent drop from 

the same quarter last year.  OTP for the DOFR OC Bus service completed the third quarter at 83.3 percent, 

0.4 percent higher than last quarter and 1.8 percent lower than the same quarter last year. 

The OTP for the CFR OC Bus service slightly dropped by 0.1 percent compared to last quarter and fell by 

3.0 percent compared the same quarter last year.  The OTP for CFR did not improve at the same rate as 

DOFR, likely due to the cascading impacts of the lost service resulting from the February 2019 Service 

Change. During the third quarter of FY 2018-19, before the service change, the OTP for CFR was 

82.7 percent, 2.0 percent higher than reported last quarter.  After the February 2019 Service Change 

through the remainder of the quarter, the OTP dropped to 78.5 percent. 

 

The OTP for OC ACCESS service ended the quarter at 93.1 percent, 0.9 percent below the standard.  

The OC ACCESS OTP dropped by 0.2 percent from last quarter and 1.2 percent from the 94.3 percent 

reported during the same period last year. 

During the third quarter, the contract operator experienced higher than normal absenteeism and 

operator shortage. Corrective actions to address these issues include: 

• Continuing working with contractor on routing improvements to/from high trip generators 

• Work to improve trip negotiations to address overbooking at certain times of the day (i.e. top of 
the hour has most trips) 

• Contractor has hired a Dedicated Recruiter to help stimulate operator hiring 

 OCTA staff will continue to monitor service deployment to ensure contractor efforts are working to attain 

performance standards. 
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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 or cancellation in service.  OCTA has adopted standards for 

the MBRC for DOFR, CFR and OC ACCESS services.  These standards vary to align with the specific type of 

service being provided and account for the variability inherent to each of these services including the 

vehicles assigned.  The specific standards as adopted by OCTA are 14,000 MBRC for DOFR OC Bus service; 

12,000 MBRC for CFR OC Bus service; and 25,000 MBRC for OC ACCESS 

Through the third quarter of FY 2018-19, OC Bus services showed steady performance in this measure.  

DOFR OC Bus service performed above standard, averaging 16,081 vehicle MBRC, a drop of 1.7 percent 

from last quarter, but a 19.6 percent increase over the third quarter of last year.  The increase in MBRC is 

credited partially to a midlife engine replacement campaign that was completed in December 2018.  

In addition, the continued work with the vehicle manufacturer to address warranty-related failures 

continues to help reduce road calls. 

MBRC for the CFR OC Bus service was below standard at 9,100 MBRC through the third quarter of 

FY 2018-19.  This is an 11.1 percent improvement compared to the 8,189 MBRC reported last quarter and 

7.1 percent higher than the same quarter last year.  Key drivers for the improvement included the 

implementation of additional maintenance training and the use of a more rigorous quality control process 

to improve vehicle repair procedures.  The positive trend for MBRC for CFR OC Bus service is expected to 

continue through the fourth quarter with the continued corporate staff presence in the maintenance 

shop, and the recent hire of a maintenance manager. 

The MBRC for OC ACCESS service exceeded the standard, with 34,318 miles between road calls. 
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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.  RVH is any 

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

service, excluding deadhead (a non-revenue movement of a transit vehicle to position it for service).  

Boardings per RVH (B/RVH) is calculated by taking the boardings and dividing it by the number of RVH 

operated. 

The FY 2018-19 approved budget was developed with the assumption that boardings would decrease by 

2.3 percent from FY 2017-18 actuals.  Through the third quarter of FY 2018-19, both ridership and 

productivity for OC Bus service was lower than expected.  The drop in ridership during the third quarter is 

largely attributed to two factors, rain and lost service. 
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Daily ridership data and research have shown that adverse weather conditions, such as rain, have a 

negative impact on transit ridership.  “Rain” days are designated as such depending on the amount of 

rainfall (exceeding one-tenth of an inch), the time (morning, afternoon, night), and the duration.  During 

the third quarter of FY 2018-19, there were 22 days of rain.  During the third quarter of last year, there 

were only 14 days.  On rainy weekdays during the third quarter of FY 2018-19, ridership was down by 

15.6 percent compared to non-rainy days.  On rainy weekdays during the same quarter last year, the 

difference was only 5.1 percent.  The table below includes a comparison of the rain impact on average 

daily ridership based by day type (e.g., weekday). 

 

 

On February 10, 2019, the second of three bus service changes occurring each fiscal year was 
implemented.  OC Bus schedules and routes are adjusted at that time.  This is also an opportunity for 
drivers to change the routes that they drive.  For the February 2019 Bus Service Change, First Transit, Inc. 
(First Transit), the contracted fixed-route provider, changed the way in which it scheduled and deployed 
its drivers.  This change increased the number of coach operator assignments that needed to be filled.  
This, coupled with a labor shortage, resulted in a significant number of missed trips and the loss of the 
daily ridership on those missed trips. 

  

Average "Rain" 

Day

Average "Non-Rain" 

Day 
D  (%)

Average "Rain" 

Day

Average "Non-Rain" 

Day 
D  (%)

Weekday 100,587 119,127 -15.6% 117,366 123,648 -5.1%

Saturday 50,666 69,009 -26.6% 62,874 69,432 -9.4%

Sunday 45,910 53,239 -13.8% 46,746 55,707 -16.1%

Quarter 3 - FY 2017-18Quarter 3 - FY 2018-19

Day of Week
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Ridership and Productivity – OC ACCESS 
(Primary Service Provider and Supplemental Taxi) 

Through the third quarter of FY 2018-19, the ridership and productivity trends for OC ACCESS continue to 

indicate increasing demand for this service.  Ridership for the quarter exceeded budgeted projections by 

1.2 percent.  Productivity is 1 percent below the budgeted projection. 
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Contractor Performance:  Fixed-Route 

Per Agreement No. C-4-1737 between OCTA and First Transit, additional measures are tracked to ensure 

the CFR OC Bus service meets standards for safety, customer service, and reliability.  When the 

contractor’s monthly performance exceeds the standard as set forth in the agreement, financial incentives 

are paid to the contractor; conversely, when the monthly performance of the contractor is below the 

standard as set forth in the agreement, penalties are assessed and must be paid to OCTA by the 

contractor. 

Through the third quarter of FY 2018-19, the overall performance of the contracted OC Bus service as 

determined by the performance categories outlined in the contract was above standard for the measure 

of safety; however, courtesy and reliability were below standard. 

Table 1 provides the penalties and incentives assessed to the contractor, by quarter, for FY 2018-19.  

The incentives earned through the third quarter total $16,500 and reflect good performance related to 

courtesy.  Through the third quarter of FY 2018-19, the total penalties assessed to the contractor total 

$2,548,190, of which $2,117,466 was assessed from January through March.  These assessed penalties, 

particularly for the missed trips, were largely due to the changes implemented by First Transit for the 

February 2019 Service Change.  
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Contractor Performance:  OC ACCESS 
(Primary Service Provider and Supplemental Taxi) 

Per Agreement No. C-2-1865 between OCTA and MV Transportation, Inc. (MV), additional measures are 

tracked to ensure the OC ACCESS meets the standards for safety, customer service, and reliability.  When 

the contractor’s monthly performance exceeds the standard as set forth in the agreement, financial 

incentives are paid to the contractor; conversely, when the monthly performance of the contractor is 

below the standard as set forth in the agreement, penalties are assessed and must be paid to OCTA by 

the contractor. 

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

through the third quarter of FY 2018-19 is above standard for all measures except OTP.  Table 2 below 

lists, by quarter, the penalties and incentives assessed to the OC ACCESS contractor as established in the 

agreement.  Through the third quarter, there were no incentives awarded to the contractor, but 

$260,825 in penalties were assessed.  Since the last reporting period, penalties were assessed for OTP, 

customer comments, call center hold times, excessively late trips, and missed trips.  
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Farebox Recovery Ratio 
 

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 normalize seasonal 

fluctuations, data shown below reflects actuals over the last 12 months from April 2018 through March 

2019. 

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 is 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 23.6 percent, a drop of 0.3 percent from the 

previous quarter and a 1.9 percent drop from the same quarter last year. 
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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 a 7.7 percent increase in DOFR, 

an 8.5 percent increase in CFR, and a 4.7 percent increase in OC ACCESS.  The increase in DOFR was 

primarily due to the execution of the new labor agreement for coach operators, including a signing bonus 

that was expensed in May 2018, along with a salary increase.  In addition, costs were impacted by: 

• A 44.8 percent of the total increase in DOFR cost and a 61.8 percent of the total increase in CFR 

cost were associated with a higher than expected compressed natural gas rate since July 2018.  

• The receipt of Alternative Fuel Tax Credit in March 2018, but not received in March 2019 which 

lowered costs by 2.1 percent in 2018.   

Other factors that contributed to the increase in CFR and OC ACCESS cost per RVH included the increase 

in the contracted rates as included in First Transit and MV agreements for each new fiscal year.  

An increase in gasoline prices also contributed to the increase in OC ACCESS cost. 
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Performance Evaluation by Route 

Continuing efforts are underway to better understand, evaluate, and improve route 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 third quarter in 

FY 2018-19.  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 after the 

route-level performance tables.  Route types are grouped by route numbers as follows: 

• Routes 1 to 99:  Local Routes include two sub categories: 

o Major:  These routes operate as frequent as every 15 minutes during peak times.  Major 

routes operate seven days a week throughout the day.  Together, the Major routes form a 

grid on arterial streets throughout the highest transit propensity portions of the OC Bus 

service area, primarily in northern parts of the county. 

o Local:  These routes operate on arterials within the grid created by the Major routes, but at 

lower frequencies.  Local routes also operate in parts of Orange County with lower transit 

demand. Most Local routes operate seven days per week, however some operate on 

weekdays only.  

• Routes 100 to 199:  Community routes to connect pockets of transit demand with major destinations 

and offer local circulation.  Routes tend to be less direct than Local routes, serving neighborhoods and 

destinations off the arterial grid.  Approximately half of Community routes operate seven days per 

week.  

• Routes 200 to 299:  Intra-county express routes that operates on weekdays only at peak times 

and connect riders over long distances to destinations within Orange County, using freeways to 

access destinations. 

• Routes 400 to 499:  Stationlink routes are rail feeder services designed to connect Metrolink stations 

to nearby employment destinations.  These routes have relatively short alignments, with schedules 

tied to Metrolink arrivals and departures.  They operate during weekday peak hours only, in the peak 

direction, from the station to destinations in the morning and the reverse in the evening.  

• Routes 500 to 599:  Bravo! routes are limited-stop services operated with branded vehicles.  

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

OC Fair Express. 

• Routes 700 to 799:  Inter-county Express bus service that operates on weekdays only at peak 
times and connects riders over long distances to destinations outside of Orange County, often 
using freeways to access destinations. 
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OC Bus 360° Plan:  Performance to Date 
 

To address declining bus ridership, the OCTA Board of Directors (Board) endorsed a comprehensive action 

plan, known as the OC Bus 360° plan, in 2015.  This effort included a comprehensive review of current and 

former rider perceptions, a peer review panel that reviewed OCTA’s performance and plans, new branding 

and marketing tactics tied to rider needs, upgraded bus routes and services to better match demand and 

capacity, technology solutions to improve the passenger experience, and pricing, as well as other revenue 

changes to stimulate ridership and provide new funding. 

Extensive work was invested by OCTA to implement the OC Bus 360˚ plan. These efforts included: 

• Implementation of new and faster bus routes; 

• Redeployment of services in June 2016, October 2016, October 2017, and February 2018, 

to improve efficiencies and build ridership; 

• Competitively awarded grants to local agencies through Project V for transit services 

tailored to community needs; 

• Implementation of a promotional fare and college pass program; 

• Rollout of new technologies, such as mobile ticketing, real-time bus arrival information, 

a microtransit service; and 

• Extensive marketing, public outreach, and promotional campaigns. 

 

Impact of the Service Changes 

Of the series of approved bus service changes under the OC Bus 360° Plan, the changes implemented in 

October 2016 and February 2018 were the most significant; these have been tracked for overall OC Bus 

360° plan impact.  Provided below is a series of charts that show overall system performance over the last 

13 quarters and the impact of these route adjustments (October 2016 marked by green bar; 

February 2018 marked by 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 the 

overall OC Bus 360° plan.  The trend of overall system ridership and productivity is provided on the 

following chart. 
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Through the third quarter of FY 2018-19, ridership and productivity are down compared to last quarter 
and with respect to the quarterly trend since the October 2016 service change.  Rain and lost service 
operated by the contractor were the primary factors for the drop in systemwide performance.  

• Ridership was 8.3 percent lower than the previous quarter, and 6.3 percent lower than 
the same quarter last year. 

• Productivity over the third quarter fell by 7.5 percent from last quarter and the same 
quarter last year. 

 
The impacts of the adjustments implemented under the OC Bus 360° plan are consistent with the 
systemwide trend.  The following chart compares the system trend against the group of routes improved 
under the OC Bus 360° plan. 

 



 Bus Operations Performance Measurements Report – Third Quarter Fiscal Year 2018-19  23 
  

Comparing the results of the third quarter of FY 2018-19 with the third quarter of FY 2017-18, systemwide 

average weekday ridership fell by 6.5 percent, while the improved routes dropped more than 7.4 percent. 

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. 

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. 

 

 
During the third quarter of FY 2018-19, productivity for the collective reductions remain above the system 

average, by 12.6 percent, but is trending similar to ridership, falling by 7.3 percent compared to last 

quarter and by 6.7 compared to the same quarter last year. 

 

Other OC Bus 360° Initiatives 

OC Flex Pilot Program 

Through the first six months of operation, October 15, 2018 through March 31, 2019, the performance of 

the OC Flex microtransit pilot is favorable.  Of the five Board-approved performance metrics, two have 

reached the respective targets, another is close to meeting the target, and the remaining two, though 

below their respective targets, are trending favorably (see chart below).  The OC Flex team remains flexible 

to adjust the service as needed to meet the established performance targets, comprehensively evaluate 

the service concept along with meeting customer needs for the development of feasible 

recommendations as appropriate and look to attract new and existing transit riders. 
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College Pass Program 

The College Pass Program started in August 2017, with students from Santa Ana College and continuing 

education students from Santa Ana College and Santiago Canyon College.  In August 2018, the program 

expanded to include all students from Santiago Canyon College.  The college pass program has been very 

successful and popular among students and colleges.  OCTA continues to work with other colleges to 

expand the College Pass program using available Low Carbon Transit Operations Program (LCTOP) and 

Mobile Source Air Pollution Reduction (MSRC) grant funds, along with college-provided funding or student 

fees.  

As of March 31, 2019, the College Pass Program has reported 1.89 million boardings with 10,939 unique 

participating students among participating colleges since August 2017.  Ridership trends for the 

College Pass are generally positive, however, during Q3 ridership decreased for several months during this 

period – likely due to inclement weather, loss of service, and college spring break schedules. 

Fullerton College is expected to join the college pass program in August 2019.  During a recent 

Fullerton College election – with an unusually high turnout due to program’s presence on the ballot – 

89 percent of student voters approved a three-year program that is free to students for the first year 

(paid by LCTOP and MSRC grants) and funded by low student fees the second and third year.  

In May 2019, the student council government for Golden West College approved funds for the second and 

third years of the three-year college pass program, with the first year funding provided by LCTOP. 

Implementation of the College Pass at Fullerton and Golden West colleges will begin this fall. 

 


