1234 Market Street
Philadelphia, PA 19107-3780
(215) 580-7800

Fax (215) 580-3636

Chalrman
Pasquale T. Deon, Sr.

Vice Chairman
Thomas E. Babcock

Beverly Coleman

Rina Cutler

Thomas Jay Ellis
Christopher H. Franklin
Stewart J. Greenleaf
Kevin L. Johnson

John I. Kane

Daniel J. Kubik
Kenneth Lawrence, Jr.
Charles H. Martin
Leslie 8. Richards
James C. Schwartzman
Cuyler H. Walker

General Manager
Joseph M. Casey

& Southeastern Pennsylvania Transportation Authority
- Courtesy * Cleanliness » Communication  Convenience

A Message from the General Manager
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SEPTA’s Strategic Business Plan is a commitment to continual improvement. June 2013 marked the
end of SEPTA’s fourth fiscal year of reporting against performance indicators in this plan. Emerging
trends illustrate that SEPTA has made good on its commitment to continual improvement, and that
while some challenges persist, much progress has been made in arcas where goals, once seen as far-
reaching, have now been attained.

In Fiscal Year 2013, SEPTA took a significant step forward by achieving its aggressive goal for on-
time performance. System-wide, on-time performance increased by 1.3 percentage points to 91
percent thanks in large part to a 4.4 percentage point jump on Regional Rail. New vehicles (120
Silverliner V railcars have replaced half-century old Silverliner II & III railcars), targeted
infrastructure repairs, and improved operational coordination have each played an important role in
achieving this high mark.

SEPTA also took a step forward in achieving its goal for system safety. Performance improved by 3.3
percent based on an index measure that equally weights vehicular, passenger, and station accidents as
well as employee injuries. Education and awareness campaigns have helped make headway in
building a safety-first culture at SEPTA.

Safe and reliable service. A strong foundation for realizing SEPTA’s vision to become the region’s
premier choice for transportation, and surely a contributing factor in another record-setting ridership
year on Regional Rail, which surpassed 36 million trips for the first time in SEPTA’s history.

The report also demonstrates that SEPTA continues to be a good steward of public funding. For four
consecutive years, SEPTA has exceeded its target for achievement of capital project deadlines. When
given an opportunity to invest public dollars in transit improvements, SEPTA invests those public
dollars well. SEPTA has also continued to prioritize investments in customer service training for
employees to advance an enduring commitment to “the 4 C’s” — communications, courtesy,
convenience, and cleanliness. Nearly 40 percent of management employees have received customer

service training since 2009,

Funding continues to be a challenge. According to a report released by the Economy League of
Greater Philadelphia, continued underfunding of SEPTA’s Capital Program will have serious
consequences for the region’s economy. SEPTA’s $5 billion backlog of capital need has already
begun to squeeze the system, as reflected by the shutdown of the Norristown High Speed Line’s
Bridgeport Viaduct this summer for emergency bridge repairs. Without additional capital funding,
SEPTA’s ability to keep the state’s most economically productive region moving will be significantly
compromised.



SEPTA remains steadfast in its commitment to provide safe and reliable public transportation service
to Southeastern Pennsylvania. As we confront the challenges of the coming year, we take this
moment to reflect on the important ways that this commitment is already paying off. It is now my

pleasure to share this progress report with you.
Sincerely.
A pasp Y 64”7

seph M. Casey
General Manager




0-2014 egic B P N B e
0 P PO 0 A o) Pla g
0 e orpo e Ob e Repo Period P o] ote
’ ’ 'l 4 4 4
/S /S S S S S
’, 'l 'l ’,
S SsSsS
’, ’, 2, (9 ’, ’, ’,
¢ l‘& LR R
7SS LTS
AR ‘(;l-\e IQA'I\&
) 2,2
SIS ST S
S7 O 4 .%l Lo
@l.@"l 9‘1&0‘ o l,\\b ‘S
CUEL VL ' . o
(AL ARETR AL AR | r I FY2010 FY2011 FY2012 FY2013 Most Recent Reporting Period
i i i i i i Goal achieved for reporting period: System-wide OTP increased by 1.3 percentage points in FY2013 compared to FY2012 and is now 2.3 percentage points above the FY2009 baseline of 88.7 percent.
1 Achieve system-wide on-time ' ' ' ' ' ' On-time performance (OTP) FY09: 88.7% 89.2% 89.3% 29.7% 91.0% After succ.essive years of marginal gain_s, OTP improyed dramatically in FY2013 thanks in large part_ to a_4.4 percentage point jump on Regif:)nal_RaiI. oTP gain_s on Regional Rail are based in.Iarge p_art on
performance at 90% | | | | | | introduction of new vehicles (all 120 Silverliner V railcars are on property, replacing 40+ year old Silverliner Il & Ill railcars) and a partnership with Amtrak to improve OTP on shared operating territory
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i i i i i i (Note: performance metric does not include CCT paratransit service).
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| dations by 20% A
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2 pr::::’:s: commendatlons By i i i i i i Commendations FY09: 1272 1489 1640 2391 1926 Goal not achieved for reporting period: Commendations decreased by 19.4 percent in FY2013 compared to FY2012. FY2013 commendation totals are still 29.3 percent above the FY2009 baseline.
[ T B B
[ T B B
| | | | | |
i i i i i i Greenhouse gas emissions per passenger mile CY09: 0.642 lbs CO2E n/a 0.578 Ibs CO2E 0.553 Ibs CO2E 0.538 Ibs CO2E n/a
Reduce carbon footprint by 5% per Goal not achieved for reporting period: However, progress made, with CY2012 GHG intensity improving by 2.74 percent per passenger mile, 3.42 percent per vehicle mile, and 2.30 percent per revenue
3 P Yo% P X Greenhouse gas emissions per vehicle mile CY09: 9.534 |bs CO2E n/a 9.445 |bs CO2E 9.191 Ibs CO2E 8.878 Ibs CO2E n/a ; P & P prog ) . Y ‘p g i P . perp g' P pA - P P
year | | | | | | vehicle hour compared to CY2011 (Note: performance metrics are based on preliminary submission to National Transit Database; subject to change before final publication).
' ' ' ' ' ' Greenhouse gas emissions per revenue vehicle hour CY09: 133.988 Ibs CO2E n/a 133.029 Ibs CO2E | 128.789 Ibs CO2E | 125.849 Ibs CO2E n/a
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1 1 1 1 1 1 Goal achieved for reporting period: Key initiatives in FY2013 included: 1) Participation in station-area planning processes has continued at Willow Grove, Noble, Ambler, Swarthmore, North Philadelphia,
4 Achieve 90% of major TOD project ! " ! ! ! ! ! Proiect deadlines n/a 0 5 3 3 Paoli, Millbourne, and Lombard-South; and 2) Development of a new TOD database to evaluate station area development potential and enable SEPTA to make its own assessments on the connection
deadlines within 90 days i i i i i i ) between station improvements, real estate potential, and land use planning. The TOD database factors include ridership, existing station amenities, parking, connecting routes, population demographics
' ' ' ' ' ' within a % mile radius of the station, existing station area plans, zoning, and station area characteristics.
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' ' ' ' ' ' Vehicular acculients per 100,000 mllles FY09: 3.60 4.05 4.37 3.36 3.38 Goal not achieved for reporting period: However progress made, with performance improving by 3.3 percent in FY2013 compared to FY2012 based on an an index measure that equally weights each of
. H H H H H H Passenger accidents per 100,000 miles FY09: 1.82 1.90 2.88 2.62 2.54 L . . AT . . . " "
Reduce accidents for customers | | | | | | RN the five indicators. Performance improvements are a function of several safety-focused initiatives established by the System Safety Department, including: 1) "Safety Focus" workshops; 2) an employee
5 ' X ' ' ' Employee lost time injuries per 200,000 workhours FY09: 5.12 5.05 5.58 5.34 4.38 . . " " . " " " .
and employees by 5% per year ' ' ' ' ' ' O ducation and awareness campaign called "Never too busy for safety"; and 3) a hazard assessment and mitigation program called "Adopt-a-shop". Additionally, SEPTA has worked to improve safety
| | | | | | Employee non-lost time injuries per 200,000 workhours ~ |FY09: 7.79 7.89 7.97 7.96 8.19 - . . . . . . R .
. . . . . . . - - conditions by adopting a more conservative approach to operating service during extreme weather events. The index measure for FY2013 remains 15.5 percent above the baseline year FY2009.
H H H H H H Station accidents per 1,000,000 riders FY09: 0.93 0.99 0.97 0.84 0.85
[ |
Increase customer satisfaction ' ' ' ' ' '
. . i i i i i i . Goal achieved for reporting period: SEPTA's FY2012 Customer Satisfaction Survey yielded a 7.2 out of 10 rating for customer perception of safety & security, down 0.2 percentage points from the FY2010
6 |level relating to safety & security ' VX 4 4 4 Customer perception FY08: 6.2 (out of 10) n/a 7.4 n/a 7.2 X 5 . X
. H H H H H H score of 7.4, but still 16.1 percent above its 6.2 out of 10 baseline rating from FY2008.
perception by 10% I I I I I I
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Achieve 1% ridershin arowth per ' ' ' ' ' ' Goal not achieved for reporting period: Ridership declined by 0.6 percent in FY2013, a total of two million trips below FY2012. This decline is attributed to the two days of service interrupted by
7 ear P p | | I x| | | Ridership growth FY09: 329.6M passengers 321.0M 334.0M 339.3M 337.3M Superstorm Sandy on October 29 and 30, 2012. Without the two lost weekdays of service, ridership levels would have largely mirrored FY2012. Ridership remains 2.3 percent above the FY2009 baseline,
[ T R R T
y ' ' ' ' ' ' representing 0.6 percent average annual growth. Ridership on Regional Rail achieved an all-time high of more than 36 million trips.
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Introduce 1 new major service ! ! ! ! ! ! Goal achieved for reporting period: Three new service initiatives were enacted in FY2013: 1) Route 92 rationalization of peak and off-peak routings through West Chester for simplification and improved
8 |initiative per year to serve new | | | x| | | New service initiatives n/a 0 2 1 3 service coverage, implemented September 2012; 2) Route 3 weekend service to Smith Memorial Playground, implemented in June 2013; and 3) Routes R and 56 service to Bakers Centre (planned and
markets T approved).
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Introduce 1 new technology ! ! ! ! ! ! Goal achieved for reporting period: Two key new technology initiatives were completed in FY2013: 1) Veritas, a collaboration between the Information Technology Department and Customer Service
9 |initiative per year for operational i i i i X i i New technology initiatives n/a 2 3 1 2 Division, has replaced the CARES database for tracking customer notifications with an open-source application that is fully automated and customizable; 2) A new storage area network (SAN) has been
efficiencies ! ! ! ! ! ! installed to provide synchronized redunadancy of all SEPTA digital media, replacing a server that was out of date and unmaintainable.
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Achieve 90% of major deadlines | | | | | |
10 |within 90 daoys rela:ing to new ' ' ' ' " ' ' Milestones met n/a 100% 100% 100% 78% Goa.l not achieved for reporting period: Seven of nine key project milestones were met within 90 days of the deadline in FY2013; deadlines not met within 90 days of the deadline were primarily due to
| | | | | | equipment-related delays.
payment system [ T B B
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Achieve 80% of all major SRR
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11 ) - J ' ' ' ' LX o Milestones met n/a 82.6% 82.7% 86.8% 84.8% Goal achieved for reporting period: 50 of 59 major capital project milestones were met during FY2013.
deadlines within 90 days of goal | | | | | |
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' ' ' ' ' ' Goal achieved for reporting period: Five key green technology initiatives were completed in FY2013: 1) A comprehensive Energy Action Plan was published in November 2012; 2) regenerative braking
12 Introduce 5 new green ! ! ! ! ! " ! New sreen technologies n/a 5 5 6 5 was activated on the Broad Street Line to save energy created by braking trains; 3) A contract was awarded to ABB Envitech to install the second wayside energy storage system on the Market Frankford
technologies per year i i i i i i g 8 Line; 4) five new compactors were added to expand and improve the collection of source separated recycable materials across the system; 5) new recycling cans were purchased to improve source
' ' ' ' ' ' separation of recyclables at Frankford Transportation Center (FTC) and the Broad Street Line.
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Achieve increased customer i i i i i i Goal achieved for reporting period: 162 additional supervisory, advisory, and management (SAM) employees received customer service training during FY2013, 8.8 percent of SAM population.
13 |service training attendance by 5% ' ' ' ' ' ' X Training attendance n/a 9.1% (Baseline) 11.3% 18.0% 8.8% Cumultatively, 706 (38 percent) of 1850 SAM employees have received customer service training over the three fiscal years since the FY2010 baseline (Note: the cumulative total does not adjust for
per year | | | | | | double counting employees that have received customer service training on multiple occassions).
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14 Reduc? turnover rate by 10% for ! ! ! ! ! ! % |Employee turnover FY2009 (July-Dec): 24.6% | 10.4% | 17.0% | 16.5% | 24.2% | 17.6% | 14.8% | 19.4% | 18.7% Goal achieved for reporting period: New hire o.perator turnover for the six months ending June 39, 2013 was 18.2 percent. Combined_with the turnover rate from the six months ending December 31,
front-line employees ' ' ' ' ' ' 2012 of 19.4 percent, the FY2013 overall new hire turnover rate was 18.7 percent, a 31.6 percent improvement over the FY2009 baseline of 24.6 percent.
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